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sag tah gil gh JY) y BAAN uci gin Syl Sn fl! eA dol 
GA vga go ful) Le" pal basin Gul anys AL de il pct 

iy Jail gil 

ipa cgi gh "oaga Got yun bunjhe oo gp IY he il dnt 
gd gh “pein Qpunth yeah Ieajle Ghd ony LH Le il deal 


Ay joa 

A gall gd “endl gle j:S lh juan lau sie Goals anys Lavell! de pill due pl 
Ay teil 

sith gd "Gaul Goty AS bball! juoisl Law sie Gps ap gy Lele eel uate ll 
A Jeill 


vay gal ghd) 8 "60 gpl) Ciblec” punted Jase calat an. Haul) Ape yil) Lac pill 
ea etl a gall Bylaly gash pain barsie paket ap gy ciel! due pill Guach 
vay jiqall algal 


Lat yal ptalt Ys Jyh raat 








SARI Agata pth 
ce cclauslly Wl Cl sal gb Ca sal sa #1 sh pl Js Ba) any 
Ay loa Al sill 


dag) Aya pt 

delinall ia — gage) db paal Gptl od Agudlil QL da gio py aa yp 
Ay sLaall gill cob lauaglly Uell Gal shall Canal gal — 4p grull Ab poll 
Awash Ayaza yb 

ogi Aalitl sagall Jo) Gal Os gsi gall Gi pa) lau sie pnt aa.y2 
Ay lad oD gill (ob glauaglly bell al siuuall 98 Ceyiall colaled 
sAualudl dca pd 

de aApdl Gblatl (3 (0.0520) Gene ule dgflas} UYs Gls Gs ast 
Anasll 520 ccealell da ball pactl ecg oy G Siete!) Apollo) paetall os jd Aust pall 
tye pale JS Gud cple JSty ALU 62 all a Gulati) Ge dS 503 (Alley! 

Sas ALLEN 3. gall 6 stat Gabi cys BLS gall all gill cA pLall LaLa sayqll 5 Jo) paalic 

»(ALeLatl 2 99) 6 la) Gut Obie Ags gall 4h perell delivell 
Anju) Ayia phi 

Aad yall Aye Cal 4 (0.0520) es sinne aie Atlas) Aa ahs gh ag 
Ba goll ofa) Gaslst) Go dS sa (A:SLdl Eos AM pas) Apaagall Gl diall 6 55 
ail pill ALA) ALLatl sayal ah) yuolic ya pale JS Gali ale JS ALaLall 
Gulad Chie Aya yell 46 pall debiall Ua ALL dagen) sha) uk (ys BLK gical 
(Akad 32 gall 31} 

oo pale JS Guli oy (0.0520) G sine aie Ailes} Yo cid dle a9 
felivall JSya clgduhs (ye SS gill ail sill) yo JS y Sala ALeL dogall sla) pwalic 
(AdaLa sayal ala) Gybi calde Ayo gaull 4b poll 


es Mahl pial byt cS g' Jaa 


Bgbl sa Vl clay sell 7-1 
Cy jlitaall g pyanll ol jaey Gusiall punall Jed slybel aly giawall cob Gye — 
adel Gayl A 
dated I JT Gd lad elagy dats ipghuigll Glyghuall gb Gyytall — 
clad Lath clang. yy Myaalilyh IY! canal s 
gage cd weal Goedl gt valli de> Ge ad waall deal) Jos 
god UL jay Aya graall dl sid Ged Garay 
LS Gal yg gogenll Jha cal) VgySle (gh jay (ill (sa As sidiall ol gil — 
figall ds cya LeiLIe) (9S Le Ley (gore 2) yet 


sAgis I 


viglas gla y Dally gage Lal Al BAS slaall clgill a Ayia gt gill — 





da ght a ygie y gh 1g) jadi 


we] PAM 
dag asa ye 











dasa 1-2 
staal GS yay Ayprudl Las! Yl sayall coll aut oda Jlacd) lalaie lati 
Cradt lel cles cdc!) lable Aig lye audi (all sola! Adlai gal gal 
Aalaiall 6 98 (Lesley and Malcolm, 1992) dyallell Andtialt gal yal ipadil ie 
SyyS Soa hy Audlball Clabaiall asi Le git gh ae Gib Baya ce shaes pus cole 
shila g yualall (ed dle Uilaall y chaall oh y le 
| gsiod pllall gh Aalaie (100) pS) 46 GJ pseiell Wha js. le jasb (iSs 
Cldaid Adal gill Glalaill ods Guill Ge ASM spay Lill dabie (53) ole 
Caley pple WS shy Ugilaady Ugileribe Baye aed cgi (ysl Leal call GLa Slash 
(1997 cast!) Uydler clad sy 
gh Bdeall GlSo Cbeasll sf glu Auailly el pa jog all LAske cist ay 
Uildy ayand ge taal Lae gd Gsialll GSeby Lgl DLA og JSYT Sal 
Qseatsr castle Y ped Y} Adal Ule Gg gina pebinall gL <b soya 
Vass) atlad cll Va gd Gall agezy -culeasll g lbs ib ld pb Aysere 
.(Parsuraman et al, 1988) 
gaaaall Cilival gall ye Galil ssh Ast Ge Sill Ge sad Sayall predes 
cGyanll Cala gig CAS) pal 6 slot cg} Leash gh ball ite Adal oy 
5oga0 Lyspe9 cilglll eliall Sage cye bay cal glad ones psgedall 10s gli ye ody 
(1996 sci sh) — JSS Aakasall gaye — ALLB $3 yo {ygaly Aaatst Ayla 


Gogh} pygde y gar syst! ual 


Bugall agasa sols 2-2 


CLA al b Caalll Vaagy ald «pact Lan Coals egal obine «gi $3 gall Cal 








Ld Igiagn Vb olptih odgd Ailey gt UY! Gb ol pose Ard od 3 Lise il 
4S glull La yrclly Ayebal) Lu jualls 4131 Galas plane USS Ide Lyrae el) Cab 
gf CaSal Aa ge een! Iw poy Le GSI (Rao et al, 1996) dagadly casial 
Gilinal yal Gilet LHllaey dota Ga pseidl Le le yo ll gotell dail 
Logg fie Col dbiey CL dual yd Glotidl dillass lane cell Gaile daleny 
.(Prohaland and Krishan, 1999) 

cf! (Richardson, 1996) we 23 US (Peter Druker) oxi olay! Van oh 
aasll gh daball Gi Uguinyy qa! Unoany cil jatleall Cau Aaasll gf Leball baye 
MUgla el pill (cb cab yay ullgdaeall Wpad gis il eld! 58 USly 

sybuall 3S. ol lsh (Reichhold and Sassir ) ira !Se Sy ulhisy 
Ligilia povlery yathad ye CL otial Gyo git ye dis 5oy—all le 
ead) Clubbing GLE yo Lakai cl ail OU Al (Zero-Detect) tus 
.(Prohaland and Krishan, 1999) oe ays LS (Zero-detections customer) 

add (a fF sib oDlaall GUlbsiay Glass gf aysol) olay thn b Alsclly 
lined yo 9839 ayy Stal lable le Ya yiy lea 8d Cily Go ably at 
Ugidlae Cabllstieg Giles pshiig yh 461 gal [gilead. lgilavtie 

Veas Jal ya 228 clad Cys) "ba.yql” Lali) obe icine gudl Ail ode (ye (ous 
Asstt agleall (jel) soya ll (Product quality) ¢ilgall gia baa ue 
sobs) (Total quality) ALLAN doy all oy—ohe 143) 5 (Process quality) 
lw pe Cau siue gf dal day} (Lesley and Malcolm, 1992) JS 8 (1996 
Chad gy Chills lec labile Lletuly pad 4S ere siy dayall p sede shi 
"1" gy SAN Ge qadaly LS «Ug Dlee 


io gh} a ygde y ghs scyblt rail! 
Ba gall psgde yghi dale 


————_————————— 





aS 23885 — I 
Calesuall sab. 5 -2 au} gl 
idyaall oy sab3 -3 
Agadlstl 3 psill Guuad 4 
Aga Mt bale 75 




















AyaGlS3N) 8 yal) paar elo! died 
bagaall calgciuall yy ghd 359 peal - 
(Customised) tbl} Guus Glatie @ Lil OWAY! Ue Qe - 
yu Jy Aaysuall Jae! lad 
C J ett) ya 
ay yg.pee ue Abd cle AatLaall 2 spall Gali ~ 
SY) 5 yall Gua Geymuall art! jail A Jel 
VAillas yb lp poe Jac ile Aailuall a geal! Gall - 
AMG gl gpd petted ~ 
phanl) cibllsial ¢ LY) Cla jhe Millan Jt da 
bactall 


Bay) al jal 





Source: Lesley and Malcolm M. F., (1992), “Implementing Total quality Management” 
Pittman publishing, New York USA, P2. 
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da ght aggie pst gel pail 
vill Lai Jal yall oba yo ceatslyy 
athletes Jue! le 3S yu -1 
l\gdlec Cibdaid Jee) cialis Lats ped AS -2 
DUS (je CAMS eat gl} pall Cilad gl glial Millan Gyo basal aged Qasi3 
iadaiall Uilgcial y 4b yo | psly cg AY! ALA Applisyl Sgbeall Olbed Gufes 


Augall fala ady sles 3-2 
dsl abiey gh Ca yey yada JS Age Grad Anaalill qaliall ye dazall psede ose 
Galdiy ange pggie ned cfabll le Guna Gort den Gay chazall tle Gy 

(Kasper et al, 1999) .asal) 
"ada gh Aas" qeibell Aayyle fh gatas’ al saya!) (Deming, 1982) 4s 
hay yuall y Agrariall yor!) Cilala gla gle Ad yal Sed gil 
QBN Lap al (sh sogal Juran and Gryna, 1980) 44 
wyaall Caled shy CibUbie ceil Gl cing (Axles gl Lead) qiiall 52.50 OF ggg Hey 
Ncibaiall ae Aidbaaltt iby dasa! (Crosby, 1984) 223 
cya Gyaall Andigiy Le clo Sal" aly ba gal (Zeithaml et al, 1991) A» 


"Leas 
dil dual Glalis! Aybh ib soya!) Gaucher and Coffey, 1993) Gow 


“gyavall uaall: ay yy [be 4d yee! (gy dogq4 (Barton and Marson) 42 
Cyeall play Y cue bye Jy) Gay ciel (ye gy cope JSS: Ae Nh ul Sytody 
sage gh Ag psu Gidad gM Uday bia cUbsll pact liga col tall oo 
(1993 sgglanil) “ol cpansy Leas 
ai A1 ld Headly Sayall cuialal Gy Ls Gand gull cial el Te DIR Ge 
celia) ADK! (3) “5. Jt GAT 8 gb ll ages ly aged Yon Js 
gd Cyl (pil ba yall Gy JL Cis (Garvin, 1988) gUsiel fy .cgialll 46 all 
win Had yal Sygaciy «mall 1s ggb lal el call agi) call dyna Choe bait 
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Ba ght p gle ght rill Jail 
ple ain Jaaudl tay Bago Gy etl Salas Aaned Caslll lap atay «chy Leal 
gle asin! Jaally gunaill le acieal Jaaaly qital le acinal aay Gil 
dagill cle acieal! Udall y padinnal 
saul Ihe csp 1(Transcendent Approach) 4 gill (le rcieall Jdaall Ng 
gh Aka) gill 3259 Syed Geney Al LS ca gall aan Cy xd alls pal al 
gle 88 anal gf Ddaall Nha sais voyadl chedt 4y5) did (Aas 
Y tl (Pirsing) Js -4ip 3 doe) (5 jaa) Atal ba yall on Spal 
(Kasper et al, 1999) Bo gqll pale hy OSI bagel) Lay yd agbis 
Ibn Cally :The Product based approach qld) ge acieall Gaal 4s 
eg gine cll oul cally Ltd US gil Uj gb paileaall yaad Saad 
alluaall ods ypan 3} obs hey le basal cs sind velo) basalt 
Bagall Aue gata ye aplde 2209 ay Gaaal Ha 3a, (Rao et al, 1996) 
had agai ging vatlaadll ypan gh GUE of Aca! fal dle cole of 
selial go 15 jhe ale do yall IS sd alall O de gaall 3 jul! rolie 
jb Agay Ge Ale bye guy ell ayas oped .cyhlill Yo Ae sired! 
egal bss Oslll ue Jbl Uae peal 
UJaadl lag) tidy :User-based approach prdinuall de adie! Gaodl a8 
bagel Gl va stiyy «(Axbo 3! dead) qiiuall Boga) ataall gp dale yall pie 
Gyan) Lay cn G2 368 carl Lea I Gye os she eal Gait gt Alls) 
(Juran and Cie Saal IS le istaely (Rao et al, 1996) tsa 
"plata ape! \gsl saya! Gryna, 1980) 
au :(Manufacturing-based approach) asvaill le asiaall Jaaall sles J 
paliad sai Labi calaidl 385 gay ce Soyall Gaal Ve 
Guia cele UY) Abd acy Uubill ALL, Ae pays Baal) Glirl yo 
coy Abad 4a yo og Payal oO} vali sed iCalaxal gall g atleast! ode 
Gila) Yatluady Aabaial Ul 2 (nus Ke gain yall Cibdnal sally atlas 
vele} 59 9qll culs Ls Chycal (shill Cals LalSi givaall 


dog} p gga she yeh Padi 








Iba clo *ealbbiall 4a Unall gil sa gall ais 9 4 (Crosby, 1984) adic! aby 
cel MLA Aasginall Sagal dye pays Uuplle sory ay daa Nae jtagy Jdaall 
(Rao et al, 1996) eel cl 55 DL uaitl allel le Galas dayall das hls 
aad) fae aciay : Value-based approach dail gle acinall Jdral slowed, 
uslh qcitall USaall Ugh lib y ciMhsl gf JANG Ugly» aye!) dis ye ool 
WAS pihall AMS cyantay J odhall peally MiUaall J asl Ging cpa ya 
Liggle Grange (silly AS jaall y att sill Gy ALI A_asill Ge aay 
ail ill oka hdd daday Cigar gill yaully Ai be Ayloalh plo} ure Syeall 
.(Reidenbach and Terry, 1996) 


(alull) Aurgalal atid! tye alo Ide Absues 4d (Garvin, 1988) 3S) a 
alaal ode pyney Gepy Augalall Cabgtall y GLeadll guy Awaba yailuedtl GUS s 
61997 sayaw cy Reo et al, 1996) sity JHShy GL oadll sage qui Y 
JS! -Sall «(Percieved quality) 45 jas 5oyq cileaall ba 504 (Kasper et al, 1999 
(Berry et al, 1990) chant! sa Ls 

Kaasll bo.gp. 6 giue apse cgi Yeah y Ly ga Laas bo9p Ge ulpiaeall bed gs Caally 
dad giy Le 43 fa Land gp Leadll Bam es saae cele pSay clghaulld cqJailly 4) Gueah cil 
Aabailly dalatal sib 40d sy (gill ce shaaall Cpe cial Aull pal gS 138 Lad yl) pad Le Qa 
es daledll 19S ile ily cig ld Wyle G9 45Le5 gi gn Al] pad Le Gil Le Hil 
ol (Parasuraman et al, 1988) Us shys .(Parasuraman et al, 85) 4elaiall 
dye gaa gall bagall cll cloudy quail gle acieall dally geiall glo acieall Jaaal 
4S jaall bogall cll jody padduall (le acinall dra} Lay (Objective quality) 
.(Percieved quality) 

Bage Lgde 96h (All proliell yasdd Gbul pall Ge anell car yal tall Ihe gly 
Sued CS jay kegs gle 56 AL Lanall sage esis Uibily pal ogy Laas 
ay .(Parasraman et al, 1988; Berry et al, 1990; Bahia and Nantel, 2000) 
dlaiuN! Reliability 4oleie'Y! sad! wcll (Parasuraman et al 1988) Woo 


aa ght aygde gh sl Jad 


ee a 
cAssurance old! <Tangibles duyalal Aptal egal sil «Responsiveness 
-Empathy cabtall 
bage G sare Cnbd cb ellginuall Lgl acing dole aaliall ods ol cxialdl cory 
US el gat praliall Cd Ugald gosl slags Larsll Aye gi Ge Ball yay Lesh) Least 
ceslansll (ya ld pad gh cal gs CD gf aad fA pues Lead pol tll 
Calais le Agenall ga at Y edic| Zeadll doya paalie ansd Ge et ribs 
we SS) elal asst) GY {pbs Leasll saya ellgiadl quiiy lal 46s ped dae! 
cana Lerall sage cde SLY! dybpe Aygemall Ge Allis «ud gal aS ty Liss 
UgSlgiauay Lardll pie yy cal gly ells Lendl dase of clily Diba oD 
.(Parasuraman et al, 1985) daaall ctl Aybee Ye ¢ je oy AMgiwalld dle 
calassll Gagal Gye Aad On Jnl oSe 48 «gst dsl vay 
iggy (Parasuraman et al, 85) 
edhe Zp gil bo yall gb istly ebel db Ge Aad sial 60 ali -| 
Wasas 99 
aude Lal jig Ayaabll Lebaiall 6 Ja) JH Ge 4S jac ba yall 2 
anal Ayo gill Cilical gall) saaaall Apuball 2,90) 3 
daaall lgy (go9' gail Aabeil ba yqll -4 
ve Daal dp. g pall bagel! —5 


daaall sage pseie Gh Gib gill Bysal) cba! pall iabiiely pat le gle Lalit 
celal 4 ASM Gsitll gb use! deal Larall cys agtiocall gh clneell aul DR Ge UsSey 
Ceanay MD y Say gy ye Grenay ill ba yell pyalicll cys Leasll Baye ch pele y Asad! 
Harall sagnh eDladl qusiy Aanyalall gladly Ujlie Gbasll Wy 256% cll Gatun 
(GOH GA Gaghe coll shay Ce Lead Hadith paring Lag ji gules Unlul cle bib oY 
(Cronin and Taylor, 1994; Parasuraman et al, 1985;  Aeaall ode 4) 
(Zeithaml et al, 1991; Woon, 2000; Bahia and Nantel, 2000) 
cele JSS Aakaiall 6 yah Ul cubes ¢4 LaLa dagall Gye cf Gall Ses 
peal) Cad ghy betes ppils Le oll gal gs AMS (8 ycinull Cyril 
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Bd ght p ygie y yas :igtll Jud! 


———$—$— 





Aes tall 4-2 

dale adh DUS cys lly oyell eseie Css Jail Ios et Galt Jy 
By adgall Galas clea y ADL C19 Ly bell ony al petals psedall {Say gli 
Calva gal Achadl gh Leas! Hilles ya SS gb dyad of psedal ob Gl} Gall Geld 
wih 15S clea) pi AAS (en) Ugh taal) Cli Upilne of ase 3} Ug 
asall $059) liad Gaal Ie pad Lyaly YDuee ciblbsid Ulect Gldbie Aletal 
cae aly Ley ol geass AS (gb yetanall Gpnill cle USS Aabidl 3528 tel 
ve DLeall Glad gig 


Cae) eval] 
PMye)) Gass cplal 

















dasgall 1-3 

Ne og oid claus Byard Ay Jyh pyaldall cyo ALALSM dayall 3 fof cllaune yay 
Sage gle Adbilasdly Gyuntl UuyS beds Yad ons! opel DIA clhradl 
ae ately -ccbgall Gyull gd Slec ciabid dyads 3 pS Gleaslly cilia) 
vqge2sl ¢Ubilly plall ¢Ubills CileUaill fl deliall gLLE (ye Ailujleny celluoal 

yall cya j8SI cic slap ygiall Liga ge gl ptiiy claeall Lie dual cle hysls, 
3 Silay santa! GLY sl .§ Malcolm Baldrige @jilaS saya) Ji ye vast J) 
spe g ... hull .§ Deming 

pyeisl Saal dy pli elve an Y i) Y} UGH! y alan! Na Gs pb ule y 
cei (Lawer, 1994) 4) 4ilxial) Cals Laall abel asd ap sy Ys AbeLall 62 yall 3 14) 
ge Viis pte ZG quality progress Mas cross Yala! axe dy 1995 ply 
ALAM pagal) sf Gali, Cay kd Clea Vie pe LE [gia ALALUM sa gall 3 lal 
bagadl sy) Sah, pales o20d cl) fae agey aly (Lau and Anderson, 1998) 
Cilabaidl plaal Gls Gyull Cig GOsly dubs) cleLbill Les dela 
ce ofS obi, (Hill and Willinson, 1995) sayat} yshi Jalje DLAs s 
gill Calas Lacy Coaleall cya Xe yapay Mind Lyi} aslo ALeLall gaged! 313) ll caialal 
.(Brah et al, 2000) 4 Jay) baga.5 32 sal) ola) Gilad (ol) Gags 

ce dad ALLY! Sagal 3 fal Ugile pi (ll Glial Aeolian ob chuaill oyeys 
y Philip B. Crosby s Joseph M. Juran » W.Edwards Deming iis elalall 
als led (ast ddulil oda Crea aly Kaoru Ishikawa » A.V. Feigenbaum 
3 Naf ppalie Gallas 13g) (Grant et al, 1994)lggle Aaitill Gilat jay! y Apaaliall oy 
VAdslal] ode atl gd cys Sal cual J Le 13) geal lal alaciad ALAL&M 30 gall 
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LAs b ght Bylo} ede eal 


Au gall dylol phi yghi 2-3 

(dad sf dale) gael dub gid Y Sagalld ag de USto Sagal pgeie oaks 
HAS ph Gle JSS Aabial 4 poh Gaia pygiall Ve Quail dp chad paell ciliata! 
Agleall Gages Loy yey qpilgill (dake sf des) gill tayo cH jay sual Colaba! 
faslgl Lakai Cibbac y Cally guar faye | ydly cs sd! Labial Abatily Gall 

OMG cya bay dal ye dash Sayell Cpuniy Gilad plas jo yphill hel Uletel 
(x3) ALLE sasall 3 Jal Lyusly dose! a8biy sayell le 48 yo {yy yay Boga) gle 
(Lesley and Malcolm; 1992, Raho and Mears, 1997; Richardson, «+c. 
. 1996; 1996 

US of Glut He Gt (1999 egal) ooyg1 US (Dale and cooper) anars 
Sagal Ad) yd Ugic ULnaibe Cay Ug) Ab Lal la pall Gpaniath dal pall ode Gye dla ya 
aySli (asst ALLEN ta gall slay dayall ail yo Ganaiy 5 sal ashy (tll pai 
sogall sl abi yshd dalye co Oth cree (1) Ay lll Spratly dosall 
(Bounds et al, 1994) 


20 


— 


MLaL2d G0 gh Bylo) seJuhh pad 


ESS 












































(1) ao de 
bagall sho) pli ysl daly 
ALaLAM! Sagal Ns Bagel ays Sagal) day hikill Basal) (yailadtt 
(1980) (91950) (91930) (1800) play aqui 
cates fal Guill dou sss cobalt casgl 
AgadbStl a jill | gang JSLBA ye Cana USLdal Ge Canal | BSLRA ge Conall Bi dag 
gigas Js a gall 
Cilalay yall qltay! Mada Cals et Gal a aitall yagi cpl Stl 
yest qian Aaaluey asia alts 
gid yi gl cule anal 
oayall elbal 
sega int} bybascl alally gay] phy calla! | alall s 8 lel doh 
ay yady Calan! airy Sites! 
kid (Mobilizing) 
pb laa! aaa Jeubsil cbayall ould | GIN cybl ys aynad «Silly «ahi ila 493 
ally say pally Gel pal paral dayall Goad Gubiy | Qaly coll bagel 
Aad ga g tia’ itlasy! 
elo qancty aS 
dabei i asd JS Say lal aun | pay cB peed Juste pad] Al glaue Bagel 
Ube 6 Jayh cg Mala | gaous US jis Ul Aansigl 
Ay gill sabi yy Geld | Syitty Jadadall panei 
69 993) Chale 
ba gall ola bagel! ol bo gqll Jaya | basal Ye ail Gaal y Aa gill 








Source: Garvin, managing quality, 1988, p-37. 


(Bound et al, 1994; dogall hf abi 5 sbi daly glad co ely Lads 
(Richardson, 1996; Kasper et al, 1999; Raho and Mears; 1997 


% yaaa at} Ata ya-l 


casi desig pha ClSay Cad all gle adey cli! als axial Gill ts 
(Sty dagall gle Sylmar pli ayes coll dalall go al llglasall y iba Qup ALA 
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Mada yo) I a 


coy Unaill Jasey (Mass producting) els! ¢ii} pllahy Aclinall shi Aimy 
SJ) Gile (le aii Uti Aik s tg cle daze! a phy US cls cB Jubss 
Gd plasDU calpsiall As jee ce “Stal pouty Uist ls dong) dplall al 5 bball 
alaXiul y (quality inspector) #29) tite cle pUlaill Ha acing Gh gull ooll pers 
Ades Ap yal Cilaciall StL (ys oStilly qitall b yea Glaual (Checklists) vaaill els 
Aaa! (100 percent inspection) Vasil ee Cinmal Uildbiey qyall cumuy 
sagas alla slay Halal cuca ag) ct! Jus yh 


sbagqll Aya Alay -2 
4dl_ yall Alay a] (Walter shewart) allel! ¢! fal 1920 ple Ala yall ors clas 

K (ph Clete ;le basal) ll cyl) Cag 5, ead! willy (Control chart) 
qe (geal ta yell Ge Lisl aba casi, .(Bell Telephone) 

GB (dele Ld) gid 505 pill Learenall US gagall 4al_ye UB oo 
calls aay 4b Glial gal gh LMA Gilley Y gel ols 18 Mga dua of 
(Rework) «le Jal ska (Scrap) 

alasely «(Theory of variations) call pV! 4b) de (Jasall Lan acters 
pial Gly NI cy Sal slash Gulley Glial culled, CALS! 4 bs 
AggliN) Alaa lily ciel ital (A Ugddl yt Lady 

Supt) Aled! clily aay elball ge cual! o} Ulill Ian ¢,3 Apt pl dlsill 
hail (isi Y ab ell og) tig sa59!4 (Richardson, 96) cla! ¢ shy cig Y 
ql) Cilinal yay ppleall qitall dubs giet Le yah 


vagat asl Ua ye -3 

USLial cys Lully plat Jala bagel asSls play 34 (le pUlaill ae acky 
cya Sky Gl Gany age Sy cabye JS Alpine sagalld Age gy did olay 
Adla yo< 

gun cf Uawi! Adlyd paca gis plait ull ya dogall aS plas 
cs Slitly SLi yo Apis 3} aid (elect ot ppaitll «ety egal prea) Jalal 
véllgiuuall Jeet (A) cilptiall 4i,Uae 
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ALS 59 gel Bylo} eSUI) aad 
Adlad Guindy gyi) Gand pLudy! Lids Op Guill le aUlaill Ide aS 32 
sellac! pac y Labaiall Alo cole 9 55 ji plaill Hae le whys Aggy Lad Calla gil Jeli 
(Kasper et al, 1999) isi laa! AMgiueall 
sALALd) bagall 8 hs} day -4 
cinma Mishel! bagi! 3 fal Lal gl (Lesley and Malcolm, 1992) Su 
dala) yyledd ALLO sogall 3 hY Aula! Abi ode chy bogall plas yulee did 
Cllbid cilgill gitall Alan asl ced aclady Aysllaall 3 pbyull cyaplie oo0s Bagel 
Adatal 4alS laity alla ola cata dalall ul dill oS cy Abas yall Aad y epanll 
3 ygh cll Wha aly dlae YI Glibad patil exalt Gaus dilbd SSI May play Aabatall 
US ch cyo aSt cll Caag’ (Ally (Lesley and Malcolm, 1992) LLIN ba gall a} 
coh gill ANGE Aiy play Siiyy Makai Aunt ph cilae Gains od pew Lebidl A buss 


Lal pall oad ‘aaa 


alalall dugall A slat patina 3-3 
gd Byte Lyaylats 4818 GIS" ial ALLA sa yall sl) Robert Benhart ye 
Sueall Chak gb Gaba Gy 925 pcinus Jia co sil gall y Og gedall dlrs Jos Cum elt 
uiail JS Sa ypll Gbat ae Alou) Sie pane SSH Zyseall Joall elal 5 “assnull" 

(1993 cllaaill) (S00 chy proll phy dle Aisle liny 
axel Quand) Jaad! ig ALaLul sayall sla} (Oakland, 1995) s+» 
aplaisy Lybsi} 4a yb unbdd JSy dy Lakai! als As g pally SeLASly (pusdlitl 

Wg guna US gh 0p US gle LiL tel y LL JS eds 

tye de gage’ sl 48 AN) glial oh jt all ALeLall sa yall 3 a) slo Gps 
plasinal DUA (ye Lebaill ola pctaual cal Sea gill Aabadally Qalb YI alll 
chs gb chaall lala Ayby Glasll Quail dy yall ysluadly Athan) ull! 
usndll aygny ALJ Gully Latsis ALM dayatl Ba} bys «Gina! y ycalall 
cgualiall)." yinuall cysunill jbo cali gi yeh a cgi Asi ilaglly Upiaal 
(1994 
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MaL2st Bo ght Abs} JUS aodt 








gill pad pan cll GueY! dial’ ih Richard D. Dobbins a s 
ya Uaglall gaall gle Lada! ply qlaciny Lalaiall oof 6 jlayI pllail cgllall ell ati 
Labial) Cal ghd quan Cilala duliy chad Lay Quand gle pce 5S 8 DIA 
-“Stakeholders” 

53S.yy CaLabaiall 5 Jal cds sls (ASQ, 1998) basal 45291 dread! le yeiy 
gla claill 5jias calf Cislelly Lebaiall elaacl can AS he gle labaet sayall cele 
(ASQ, -ecinully alatall eliel st 'oLtbis! att sil y Gyaall Lua DAK Ga Gaal 
1998) 

(1999 «Jyelau!) cpp sie Wa ALLAN ba gall 3 fal yandl ca je By 

Ce Gg Gas) ely Abel yy gall as lls tg Gays Gattll Hels Cus 
gale dalinlly 4as8l} yy ghd al ys debaial Jato Glas gh dee ow cGpuitll_g SalSall 
ye Jali} Lal cl} gage Ley pra gen Aan sis bee celeb cll cs sive Quanty 
LASeall ASS slay “asiiawll" 

5 yg_patag ‘etiaall” “cyanlly plaia I Ca yd Uyild ALoLtll Saya! Jee je] Cus ce 
cy biel yghiy Bs Cerily well Usds Grill cy Geenis Aybill 42 jas 
Sadisual” Gyenll Lead (gb dagall Gf aly dale a8 US des’ cil pal 

258.) Ugh Beads ALALAM saga!) 3a) quale qu pall Gual yekatl Ve DIA Ge 
LAMAN AgalNt Gall gall (cle 
ce plas dapall dtley jabt oh Ggp Aalaid alo Abts ile gl aun] 


-gila joe Cynail 82 sell 
330 Ugh Go Upaell Gli gy GLUbte Aub ele JS y» Gf inp Laaiall Gee je dS~2 
“34 Ss 


penal) quill jyiadd Jealy Gf Gay Labial Ge je USS 

GAS A fil ae! Aly gle 4y5 pI) shies Saal dy 2 cing ode! Lala! sind 9—4 
Co Cary ASLtall Jal dabbiall ili ye Hargis Sagal! agen cof Aebaial gig 
BY ol Sills Jaina cu ails ecyaall 2p gall_y coils gall y 3159 Ow Gril 
cde dalsic! Sac! elo Laslas Least Ugly ALLalh sayall sh) Galall sys 

(ye b pains $y gases Bagall Subad (cll caalgll y Clad! g 8 aY1 Gye ISI AS sishall a geal 

Coss Ga sill o 9.) olny Cilaginuall 4S glo Aalaiall gilb g0 quan AS bias ays DIS 
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jplhiey Uaaly Alan! Gulla plasind’y cpr yyally oDLanlly Qaleldly 6201 
Cy pally CLenY) cya ap jel se Daal) Clad gy Cable yin Caags saall Aygo 449 3 
ALaLall sa gall Bh) guy 45 jbe (2) by Syanll Ga yy Aalull sayall 5 )4) p sei 
(1997 cata) Ayashi 5 241 


(2) ei dare 









ALaLadl Saga) 8 ta} 


ayaa 3 lay 


Ayala 3 Jal y ALcLD ba yodl sha) ow Ai bbe 





gens vil 


meas 





AG thal) walle 


eel Sug 





Cel yaVhy CLM gle gene | GIS * oe | omlee 
Lakh 4S utd y dual 


we ge | Sue | uals ot 
pall Ak Gd Galil 48 yee 
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a yall gop aie pte 


inal) Gquasll Gyxd gl COSA ge taal | Alas pues clylity CDA cules Stall Jo 
GAs! (Proaclive)dail Gyll gist dedis| gtil «Lis dbs by YW egg Cal 
(Prevention) (gigas JS Yxiay SULA | Lully (Reactive) dull 25 cyl 
(Inspection) 
(The system) og lsyb aubilly ciel jay Glad! NS hall janae ad Lalla Gysldell NS Eall prea 
cided Gay Geom Md cal jue] alll Oa gey cag gntelé alll 9h 
wg JY! lll & yt 
gale] gh aay gh est yd gh dad oSe Y | Anal Ualaat cy yer dail Se] larly ela 
5 of cig. JaaYly lee sale} cate vec | UgilitS! iy tale olay dies ec YI satel 
ASW 55 ye Lage Gael chal Wyn J elas! Yyosancls 
etl fal ySiiy dal ugh dubs Jai jaed dbs dyhail 
Sua le ga sthy olla 55 | Aye gilts Gibod Ge Glo 5S Fh JS sil 
(Continuous Improvement) jaime G2005 Quanill dala gf discs Liss Lesic Cenall 2592 
GA DE Ue lgepnaiy Vsagaad gly Gladlly Glatt | eyast oy lastly — aiid lasiall ppanati 
pee Ga ass GB Cllyy Clash lidy Aes Gee | Lead GLI JS Oe rencty lasslly 
gall dalall el yall 43 peal lady 
cyl gad ALD «fsb ah yr daa gay call | Cysilagaly BS Gate Oy seal | osilbsally Os nral 
Ay Jol cides Ciel pa mand ood GxS ty Lom Ledghiiny Clg gy pein _| 
Agaky$ sobs) gags do yall Gand | GT gb Leeiiod GSe Y Gl basiie ult aayally Apalisy! 
als 
Uailly 3 Lal gle pl eilyy GY) Asians Sagal] Sty Gyadhyy culelell Zl yjune ba gall | dayall ye Aly gunall 











"TDA pa Ayglbiyl aly 5 AMSA QiaghSS vba gall cymendt x pei Cagl «(1997 cabal) Lal jo gb ayy LS t parca 
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asst 5 yh1 310} Ju pad 


Alalatl dugall a plot pealis 4-3 

Wl} G&G Gl Sula jeoliall yo are gle Adal bagel shal 5S 8 
cele Cuibayall gal Sal Ayah AUS pualiall ode Oye Via jliy Lethal ya say 
adyoe ges Aislall pslasll Gb Ss ca ploaally eli Gaal alah Gb gine 4als 
vege J 

J} ALLAN sa y9ll 5 fal paalic axe Yady Led osialll ol I col Oe pb ll kes 
Joblanski, 1991; «1997 «dyes cx) Agabllt Esaliell ya axe dye psa IS tg 
Taher, 1994; Evans; 1993; Lee and Schniederjans, 1994; Brah et al, 
AG Quy dash gly Agua CG gall og praih sball Glens ced Gl sill ily (2000 
+ pwaliall ode ably «(1997 cayru cy) dpbill bait Cl plas) iy GL Sal} 








duet) gle 38a 

GAALEM Sa gall $l Gayle Case gill Colaba Auatlly 1S) Aba qyaell ay 
cealilly pala Gualilly -\gilinandy lgilel pals Lela seks tgiloal alge ssh gaits Las 
<3 pill y Oya stalls Qulalall Lebaidll ple asi agar! (ple asians ALeLill bagel! s Joy 

Cap slgdiiad gle Jedd A cay lelit yp gil cilassll toyay deny peilalial le 

abaial yied gl cApisll 6 JY] jbo Ap.y gla 1 Uidy ALALaI Go gall oof cal 
apenas agli IS cpgail eDLell cya lgisdad LAS y [Diao Cle yy Cintas AB jae Js 
lisa yy eg aS Latha cgrad ggg ALLAN Soyall ofa) LA codbenll Ge Jae dass 
(1997 ecalall) cbse 

cele pectiy Y paalld spent) pyeied Gack lay ALalall sa,al 313) calsel aby 
qeieally Laaially Gulls yall ated audl cp “lle aaa” Guia jl8) Labial oDlae 
dglaall gf Gaaallh asl yeall aguas Sap psgball 14) {alital'y (1999 echelaul) JSS 
(1998 eh pzad) Aessll ogle Spratt cell 505i ceil Agdadl J daaatl fy gil 

Lasial Classll Soya) glad! Galasyl pb) lad! baa gd Gal jal cas! aby 
(Heskett et al, 1997) go 5 cseell Aaskall Lassi) Say glo lilall peal! 
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aA ba gt fa} sees 





tpahawall Quill ye 

(Deming, 1986; 4lLal soyall blo) Jase peel) yun) Aduld p05 
ce Ababa Gaal gf 384 cle Ape Aiulill vans (Croshy, 1979; Juran, 1992 
pant 49,08 Gly peed! Qpaailly Attys Mons co) gosh gil Ua) jaa) obbsLa 
(1999 cuclonl) ceililly cleall aren <A es ol tual 

ch bye GIS ie ad Giga Geely Gbul js ald GUUGAY Gayldd sayy 
Lela vay ISU Gills) yaa CF gl Yh Ja" UUid bo gate GLAIS 8 Aduld Qadls 
wis (Swiss, 1992) “UGS Yass ele dad gh Git Legon lel dail pild 
chad egitill (tly bball oibil Glue ch yasas dlls ALL bayall ala) psede 
Gals Asigall y ALLoliall +... (Common causes) detail NT Aals Ghul dele 
ch ll gi le Le Gay tA aged Vy pUlaall lgy hey cll 4 phil gf Audi olla 
Aa jleall yl silly To) Ava etal Glial! Sie sa yall USLaa ge “%94 
dgall a soy sists CCA GA deloyg cl gall Lye gi Avaalall Glyleill gal a5Nl 
el Cyst AL yaa ce Asti) GUYS Gaddis Sail le 3 plill bas gl 
alia) Jala Aue!) cuyttll Glave a ye0 ped TAN Ld copa alba oly DA Ge lly 
(2001 «g294) 

.A OU tbls Gazal! Sloe Ge "HG Std Cua .b doolall oa ul 
Colud} ode gle 2 plat 4d glad clsluaa} Leal yo Vy laa Salllly legit OS) Y We 
Ny Lda GUAYT oy Saetll agall Ge US La ey see! Cals Qe ESS 
(Say gin Adal) Cail pas asiSS cle asl! y (2001 «eg 39a) CA) DU Aalst 
Opes) (peda ji Gila pe pps 

gettting Lay qeati.ye opt ALaLall bo yal BIA Gh gle paimuall Cypnill Adadd 38 95 9 
Cigbal) Gi 3 yaiue Chimes el ya} cde JH dled Gig Y Gay dp basee 3 fd ae 
py Cus Agailiill olay 6 5 plaid Lids quundll Adal ye ulldy CASS (omy vee gill 
(yg) Laid gill ja glaty yard cgle Aabbial) plata! cuaiy cAglall clusifl ake Cyst 
(1997 calasl) bled 





ral gh 83 65 LS Caaf (LLM ob” 
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mah af HI at 


gsluany) Gulla y cibleally Label Ailes 44 re aan (ype Adal pach y 

ce aally Gl one seul Gehl qin dlze cM y Gaull labs egeiltill y Gihleall 

peach Gael pad cate yall visti gush MAS 5 dea (Cabbee) GIs ye Faas 
.(Bvans and Lindsary, 1996) ial yas gl ue 


vb Joy hg Salyatl sLw 
Aabaiall coi bball 3 Jay peas el il Oh gle: 3S 9 ALLAN ba yall 8) clad JS gf 
gayall sto Gyubsi claid cqealilly ad) Gulsill yaad Ge AS bball Qyaaill Ghler 
sldabay ALALUF do gall agate) usta betel s abel cle yuS J&tyy aciny ALL 
ALLEN sagall osha (sales Gubsi gle ple fl gb - aybyly soluill — lazall 1a yin 
Aang Aylsiial (Sap Unga Lal yp Canal AlaLall Sayall 3b) (1999 «go BAN 
callya gen od ills Guin gett ob J Qabiall Ay shay cbladly Usa 
Suc! Glebe (,d baya sll Agaily .(Chobadian and Gallear, 1996) lid 
Jaghsd) dyloy dogall sols baghess Gary gars iiaill Joa fae al) Gle 6st 
Udall 5 Jal cg GSS Aalaiall atl fill 
fh puue Casal dyclen Aglave — AlaLL bagel 61] she cue bagel phd 

gaily GAgaill Stal galsllh early aged aud sf Gall cal jisy J clay pd 
. (2000 6 Jyh ages Hla) 2A Gye Galata 

ela) Grok of Salyall A) 

MYL cl Calla gall lpuery Ageaiy painall sal gil 

Boga gd paghilly Gauri ogee oils Anish Hh ASYly peal ¢guay © 

«_yaluaall Qyuenill Aglany wed! ugha acally al gut 

facey yall Jagbsll que ji MUG Cilalus glily deals bins red Gs ° 

viagall ashy Quad cabdbedl 4 yhall by 4a pall a} yall Geman 9 

Aga lay Labial Jals dayall Ala 
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Mad $9 bt dylo} Jul Ladd 








LULA bag eall sgt gale ad lal abl ge alls 4 fayl sali ond 
pe sh ce ggdal Le Apa Sioa pan Uy (Deming, 1986; Juran, 1992) 
aha fatiiod Lgdusbsty J fll SLA o yoey Sa gall ge Ugalaty sf eCyaailly suatll Flee 5 
oat Ayhee yin hi ALLA do yal) 3 afd LLIT 4 foYt sala oe dee \ginki Sa 
cet GaUill Jaaill juts y cela Cailuly Gj yby eall (gales pahy Lelarall 4’lad os te 
Agha just od es sold) Gab fs Ay gph ALUM sayall sha) Gia Gly Labial 
clo eal Capp basal) Gin Si Aapall Aol) Ba! 9385 ch yd cui gall olay 
(2000 «3 Ja! agrs Alla )) Ll 3. gall sobs ays salll b295. 


idan Guy Asjbeeal slay 
5 yh is Leta ile yelld ALLAN Sa yell lal exscle cya gpd Lape AS ball a3 

Aoubiall Jslall slauly pgllee! lal gd pggal ss gall Ustisal anand ile bball 691 Ge 
iss Ua) As Uhl Gh Gl WLAYb pags JOY tee YW odgh agin led ulldy Ue 
(199 THIN) yuri) Ae glia pac y J sill Uys isis 

gay Aa A dG yall ish yt (1993 cays ons) dss 
Lalaiell pL Ge Sl day cll gains Uusinal call dey gba cole ctl yall 
Gaal) gai ol SOW s 

Cua ccgoleall Gaal gb 28 JS AS Jie 3 yy pda ALL bagel! 313 ets 
Alc shal Say goleall aall cf LS Aakaial agilatily al AY! ey 850.5 coll 1s pase 
AS Gay Meal gill VLA Gy yb Ge Aelia dytall slays CORA Gots A 
(1999 «ye Lan!) dala 

ow LDU Glegked) pti gle Ad id GYLail lb eli Vogal» jliners 
lle Sluat! Gl jlee cele cil yall cup (Richardson, 1996) cil gall 
vas gidall CuLtsliall y gall glec (4 4s 

peal aby (Jac Yt lala (4 4S Lill “allan 3d Gs aell God ely stery 

Alpe gh Apuall cls lll ge %50 Ge SSG Apaldl cl giadl DR pus JS 
call cuts pall ase dey of aligns ean! Gud padi’ 455 (500) asses (Fortune) 
4 (%90) << (Selfmanaged work team) ils fas cell deal! God and 
.(Elmuti, 1996) 2002 ale SIS Abatl Sp gb ard gill Gls pi 
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RDB gy Osa GIR Gt} ALLAN sosall sh) Jb yd dell God SSAA Chigss 
ua zgally eDleally Labial Gy ctillagt gy ccullasally 6151 om Hagaalad Gall 5. 
ae SLY ppanatiy Aélwe (pinilly axl! (58 pladial y (Dean and Bowen, 1994) 
sagall git Le Led Ayal Glas gh on ca Gp le aed G yey dayne 
clas gl ga Aad) COLLIE dll jal pac y cody SSA cle 5S ill Ging Hua 
.(Evan and Lindisary, 1996) 42st 
fyaall Ge Al ye clganny 3 so dS plead Les Guill G1 ay ted tidy 
cass) gly Le dingS ged gel y oh AlaLull bayall 3127 ual 4S pb det a 
=2(1994 
gb AS Lahall yrs Call pead Gazal) Cuil yell Guill clacl Jus og) —| 
vAagall odgh JalSILy pally Uy Sid alaeiaal agual’y 4yeLeall Jee! 
spgilalaie i axl) cube: Sub ogegly Gil UA ye Grill ele! os a -2 
5S ya Vag Ladaiall (98 Ay loyl Gaby gievall ja aptall Whee Guill gs of 3 
vals uy sive csle 
Guay Gly Lad Udhesll Gill cLacd casi gf Aebidl ah) ule ta —4 
agin: deal clad Quest diley cll Iss gsi) ood das eld Gy 
bagel) Quand gq oltbe As gle gyal 
ue e ja al ut Bd laity Aadaiall Asiglt oball 4 ay lll Jee Gar “5 
AG jl Loyal Gasly Aalatall Aad: gubic'Y! ded! 


sghsibil pa Yay Agta gD clawed 
yauall Gasitly aril Garb ce ullds GU sl laze gle ALaLidl 3a gall 3 Na) 9 
dayall Jala elge shy cgolity lel pial slat slags lgigan dd JSLiall Ai ad Lew 
{gaLBssl gye Ladaiall CSG La Ug) Soslall God lel gle UsLiiall qo Clabes ALeLa 
aries) oe ANd AMS Igo ghy JA lel Anstiall Jsloll slaty 
gg olbaYl gf Gopsell ge RAS dal cys Agllals 4 pth 4a Uball pd giy (1997 

(1996 ccila 8) Aye) cbbeall 
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alts da gt Bho} etdelt fwadlt 








ce Ale lygine ash gb AshLt Slee! lalate clas ddiahll Gan sous 
ah dS l ghne basal gf cle Vaud og pial juaiell o 99 Ayal} UgSlot eel} tayall 
patel Wa gol Ay yall lac! Gilalaia (2 (agents ofl ysYT faa IS Leip Lobatall of 
ani ile Aalaiall 3_sis «(Cowling and Newman, 1995) wbagall like (4 
Casall Lastall cLeadt 3.2509 plas SSaty da yy geo Lt Uglucel dulle daya td Gilead 
gi leapuad 6 pad Ayan 93 gtll paiell piers (Heskett et al, 1997) ,,tslall 
cB vatl Lasall pp led paeS GU Tan 3b dayall JSbite plied ecilassll ¢ Unt 
Ye Gly uate (ee gall Ua bg -cislelall AS ke Chace «ay pill ely Iles 
3 jh1y (Longenecker and Scazzero, 2000) Asguy lpoyaratiy leased Latha (Say 
ceils Byoall Aly Cab gy gallo y pyldall cyo de pare cqle Jedi ALeLill bagel 
alia ual jo a Asloliy 32 gall ¢ la Gui Ya Lolaiall (Sait (qaladdul Gyo oa Y 
La Gyleally Cl jlgall pgeleSy Labaiall gd cil sal gganl painsall y Sal! 5 
sagall slab Gabi gl (Clinton, 1994) sigs -(1997 saat) Chagll Lae Gia 
TEN Lae LOG cb Calle gall yesh y Gy pat a jliey Abell 

VALLI 30 gall 3 Jl} Lgclaeg Callens Adudé de cual =I 

ALLAN so gall sha) it gol pladtual dle Cy ills saame glee gle Gy ill -2 

(igslaa} sayall Ail yo ciblec) 

edSthdl Ja de dea! Gb Gps Gyuatl Aandi Siokes ole Guys —3 

plas ulld Ja gil! at le Veiubty day paill Ayal iu) Gila de p jlhedy 
ples a6} aid ALAM bagel) bla) Ghujlers CLS she Jyjxt gad dase Med ATL y 
Baye cet pee guaiaS Laasll oll cis) plas gy Aplasy! ADL de otal 
(Berry et al, 1994) 4st 

ed aia gall Larluny pl il ale aciey us Swy ALLE saya! aly clad 
edly spetly pails peilal als Csi gall oVgh ogg Alaan ype bayalld Ackil! 
Cb gall e598 GAL yysill La gle pple cule y pa NSSy pgilal sll ppatid culls yall adoy 
ANAall y Aguiall plat alaul'y Ugo gly hd CDS ALSESY aga} Ayelasyl 6 pall #0) s 
Gals ye ulldy Sagal cyandy Aanlusall (cle cybls gall eds Sled oo we Y cll 
plan doa pil pgithey 4a jul oi ill ssl Aguliall Cl pusill el yal ge pguSa 
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MLAs bo ght Bylo] LSW fradds 








cil) pale Cae ood pe idy eyed De Leh bayse dee cally Gob JSils 
(1997 


rbagall ceagil sind) Jaga ad 

Gadd le lee) Glabis aici duals asl jal Ababa dogo) sal poet 
LS Ajudlill dat aly (Richardson, 1996) egallalls gloat he od ela! 
Clalnall y Ugilaal ays Ley Lokaiall (dls AS) Anal Anna (ah (Porter, 198) ie 
AAY 038 cel) Upnasll Ay silat 

Ages as bayall Joy Jeybaill by type Ge Gsalll ge axe asl aly 
sosall bla) Gulsty (Chapman et al, 1995) dtacY! Aabid asl ji! Jabeaill 
Wgiiiad ec! labs pant (gaall bay Calaal y boase Aghios 425) pjliny Aelia 
dash jul Aad ages cya WS Gilad Sa Vy cull yall quae Mle cilbty ullis y 
Co _jcinuall py sill oplal ail Ayasl aul! Abaall yint'y «laos siy aggall ods Gy 
ANGA Babb oye.gd (1997 cael) aisiad pay Ley 4G ple ola gi le 4a yen DIA 
Jas fy qyneall Gy sll bab JS qu Sayqll dase Ulfinne Wy and ole #8 
Giaaiall Legey Uluy ye pJaS Labial) Gold Lagi jal go dasall Chast ial 
ced gangs Aelia) ala JelSi gay «cuila gal USI dactly Cabalsly cilanl 2205 
(Black and Porter, 1996) aull bl 


Alalall Angell & lal sil ge 5-3 
ALLAN Sagoll sha) Abas alls gall Sl plain ll y ge sll GLAST Gye ob ou 
te por Jj tangs Ua jitely Lal uae dye psd JY Asal dl 
«(Wilkinson and Willmott, 1994; Becker, 1993) 
Cis’ (yo Abalill ode Cais (A) Jac} Gilalbie Gooey cae Lata (oll Ci ll (ad 
biiod 65 Calas cg jal Ciladaie cllin Gf Y} clgilatia (gb Alle sagas Unelal of beliS 
ogi Unead Clin Sagal 33) aly CJ catnltl Ge sll Stal ai qittll ode he 
Ciba (ill Jac Gilalabe G4 %30 pol) %20 ceuilll auiaglly AalBYy Saye 
(Benson, 1993; Schonberger, 1992) .geeli_pll be 
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ta ydlb clgy Adulill od sae Ge Gini cy ysl cain els eld ue pot ally 
(Easton and Jarrel, 1994, Hendricks and lee! cilabte olay Agleld (te 
ALaLtdl bo gall oY Aub GBYE cle cabal pall alls gilts cast ody Singhal, 1997) 
coply Adsalill ode Cjuubst Ayleld psc gil ayny Gaal y Slac'Y) cilalaie elaly Ale ld cle 
(Shin, 1998)-\gslaejles eb cea SIS col iatle 
apsitl Auloldy dabei y ALIN a gall 5 fo) qabpl Aabiiall 6 oes gle JSisy 
tye apa) (gb Labaiall old) gle Ale) JOT ad heal! all's Sgt gh Glad Glas 
tgde geal sil 
redhat) eV gg ela, Aol 
JulisYiy can dlc LES! GlacT cabalaie yall and gill alae! eal ce 
Lucy gqll ceagill Cally Chagll Tae Gilad ol 4 SLAY Lasy pala edbadls 
ye Agle Uguanll aiigi Le Gibaty o pyri dao cle part) olay cid yu +cheall 
Glee) cilalate cde gt (1990 eghe) ue ayy LS (Katler) wory Aad 
glis Xalaiall dy chendl gy clgDlac dad sy cpl yg siaally Lyilead ea oh Ayes! 
Al) pad Le ga dadigh be cy jy Aild Aaaall gle onl Guan Le 131d Clad gill od (le 
JOSS ele Uy Cage Ad gle holt gf ag Le ge Nad Le Gl Le 18 hd 
Holaially dcleial aid) af 43] ad giall og gimwall 99 MS Waly Aadaiall ao clalxill 
c} gil (Walker and Chang, 1998) USL dd Ladaiald 6 Lud (8 apally In y 
vgs dyer gle Alillall yo JIS) SI j« 6-5 cje Aalaiall AIS; ayaa yee GauS 
5a) dubs oh (Rao et al, 1996) leaysl LS (GAO, 1991) data ead oy 
(Overall customer lal ¢DLarll Lal (le Ayla Ol al ddelidl 52 yall 
vaggle Unilacll y eDlaall og sIS cdl dda satisfaction) 
Hugh) Quand Litt 
cole Aa gue (Apleill) Alina! Cla yaa) Qyadll ADIL sale cul us! of 
cle Aabiall 5 yal (play Aya) Gynt ola dal AG Gaba (gb 3 petinall CDS oal 
adil agoa Slee YI Gadi elal sf Gla pall Gah Gad 
CS) shes Gut Galas Oar Y cal pivailiie do ally Ayal! Gb atl) p seiall 
cpund gi Le Jil aly danly Aled leas dayally Lal! ol Gs ALLAN dayall 3 lat 
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Uatast $9 ght Bylo} e2SuIt fund ; 
I 


(Al-Khalaf, 1994) gaa yt USell os {plat Gund Ca yr Asal’) Ghd 59 0 





geal JS Validity elbaYl GAS gh gage TALE) dagql) 41.) ball ubill 


(ed gle ALS yall ge pa SB Gly CDRA Gay ileal pally 6 ity 
faplil cquund cq gag MM Atle Mood! of abil s yale ye 4 8 tb4 clu) 
(Crosby, 1979; Trunks, 1992) aby Lilley ly tal Aslatel 
uilgall caliph. gyn tank 

(hard gala calall JsY! cual cule ye calls 4_LiLt 62a! 33 ay 
(Wilkinson, 1992) (Soft side) cg y2a\ cule AY! ale side) 


| BY giggh GAY ala Ld) lg Gay Apel abel ggg Juv! cailallé 


Cay ull gall gu bagqll pein cantly Useall cle 55s 5 yg pear" (gel 
Abulill 2d43 pqal jily eeeos 

cet Cul gal AS fale yg pa ge IS) MALL sagall 4 Ja) clare like 
29) tary Lac’! od pl Apia Cilsdually pgazy sil y pellacls dilate) 2 il 
lac! lal ga Ay ADU Ciba gall ppt GLY pga Glulaall odny suai 
Cashed gi AS Lal gle cyl yall gaat oy Capa Aabaially Spon Aad gy Le Gus 
LenyAagialcyh hyag paliy Lan sed adil sla cl Bly Jaa 
(Trunks, 1992) 2 yall Quand Gbike cg eS! AY Ass ral ye 


unt chee gb (yl pl AS le gle hal al Qe 35 Cull CDE 


gets! pile al LaLa ba yall @ a) Guat (GAO, 1991) Aah 2 cr jU8h ail ba gall 
(employee satisfaction ail sl lua» Lalie Cyd gall Gilde God (dle 
Adualy dacally <Tumover allel! olys2 dass attendance )y—aalls 
Anabel) S299) Quant lal sii ose y Safety and health 
Fras WIC Wi rrr sadly 

PY Laaic, Lgayoratiy days olpthil deal CAMS He gage cgh 50goll aM 
so gall b)al Adulil ladys diy y latte (Al-Khalaf, 1994) dayne sya lelee 
Ta gale JSty cle] Claas J gbull (d Atay Cilptie ql CMSs ¢ sane sh ALUM 
Oe gid ba gqll alsa (Kasper et al, 1999) dap calatie cli LaMIS de pone ye 
talc 4a! 
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8 es Malt Bagh Ufa} ete Leal | 





“Gals s Prevention costs 4G,i caslsiy Inspection cost isiill ate 

| Bxtemal: failure gga JAl Jal ils, Internal-failure costs gala cJaall 
“costs 

gh Claas) Cilpaial Gals tole asad Ge 4g3G GIS (8 3 oAsikill alls 
idagisal 63 yqll Millan Lgagadd g) gett i (cl (gle 

GNSS Aol sogall cabled Labia LaagSS (J CAS yo Ug lulls 
él. ba gall gus Selo sui ed 

Ashita 3 lal canal Aabaiall oasis il ass a total hand} igliss 
gd) gh (work) ips Cilptiall ake dabS Tabla! bled) J Gull J 
ecyaall rat gh ib (scrap) 

© Ayo Cala gery Ge GiB (cll Gu Ga tga ul Gaal lls 
(GM. Andie eeu! 5 lak CMSs (lexi!) ANS y Jyeall cla LaslSiS eal 

Gag) CAML Jad Sagal GUNG GLb dayp Coleadl Aalaial psa le gif 
alls ok ann Sayall CASS fb Xp) Claas dis Cals 13 GS) LB AG, 
vege ally gplblall Jail 

racy ALALI saga 3JaY Lalaiall Gault cS Spall tha (ob cilel all juts 
Aya bayall GHG jay (Garvin, 83; Brah et al, 2000) cals Yayidi 4 
(Richardson, 1996) calsadll ¢ Ua 58 Jaall go %40 ie sh 


repllal pay) Qyawad slau 

Clade 0b pps Gyo py Uedberdy Uyileiie Soya) Anbaiall Geant o) 
Gass GD ealally gous seul Glut! oso lquilie Ge lel dau Lara s 
alata dan) Ge ay Gag CMSA 

gdlec Gihe.y Wedlary Blo cle Aalatall 3 528 coll ¢ga5i ALoLall ga gail 6 jlaly 
(Phillips et al, 1983;) deli 4B gual) Anaoll da.) pb Gay de 

el gle Bgy ALM sogall sh) Gubt of (GAO, 1991) gilt cast aly 
cele atlally puaill cle ally Ahpull deal Glo Las Lyla! Aedabell ¢lLall 
(Rao et al, 1996) cleysall 
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Untast 69 ght Bylo} eIWE fant 4 


Alalall Angell a slat yysbs esd 6-3 

Fg Aa yhly AABN, GLa, A) Ca Ge 88D aie ol at Y 

ils 63 USy ll dad cin) fh Aah Gogol oY call Gal G9 Dad 

© gl agg Y ual ta GSI Abadi oe Cie (2 Jac! Glebe G2 %80-70 ve 
Ass al An Lally ALLA saya! fof Lge pid gil Gla lad og ged J 
outtiy (Shin et al, 1998) debe Ady play cil jleall od Gul Aipin cot ol dias 

:l cell (Nagai and Cheug, 1997; Longo, 2000 £1998 ccglal gl) Coll jall ails 
pagel 3a) ale coe BSI D8 co) post gil ally USLEa Gye de yane olla 

vp seial High gall Guat Jaa i Mie A oily LALA 


scddall ode jo Oe 
stylet) 3 Joy) ab ji cia Sg 

Audineal) Jy Qh alls a) GR 4, Jay salgll ALLL) Sayed) Adal clad 
 yuuntll aggn JL gty posts Lalaial) Iyoalt (cll Cileaall baye Guwad dsarl J paty 
JOB MAT a yaa Adal ode Ye AAS ALY! Glalall Gag oh YY bagel yoda 
Tithe cy s8 alitio I fay Lbell Alay soll ge jee leiulai Sy adh folie! Yiubiy 
gully goke oy5 Gallet dita ode CY ALU Sagal oho) Gabd tl ge (ye Lage 
Fool) yuu Gabi als Ha shy eel AN culled y Glas dell tsskees pals Aalaball 4312 
cass bo gall Gold Gad Sib dogall Bias gl ld Gia ol IB Adkiall 6b sala 
LY fl sabi 555 Gils 
LALALES) Bagel) $a) Cablbsiad Labial 485 Lapdhe pac Lit 

gic GlcYI Gdais Uggal si ccill 6 Sto bse gaa} Atl Jalal! og 
saga] Gibasl Gye 8S) Ag) eds ALLA sayell 31a) @eliyy Gubi a (ge gy 
(Deming, 1986; Juran, 4sLall ssa!) 3 jt3) geal ys Gaal chy ca ‘ude joame 
As Gill Sac calabaie ce adel gal leat ubill DUS Ge Oni LSy .1992) 
Bol paalic dn jlee Gaye of Gog eall ge Ail eal pall Ide Gubi of doal dat 
aged gle Lababdl 5 p38 pac y (1996 cual 13) Calls pall ul ple Gob ALLE 5a yal 
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Aaa bo ght Bylo} edwll faadlt 








[GASH gH gage Ha CBS EDA Goa caslanss IVT Uelany ply UB Gl) polled oo 
Sool 5 slab Gasbsd Dad col} llillry Ugule Hyakie! cil Lana Ayala G pb GY Gebel 
(1997 «cala) AlaLa 
ragledll g Gy ail Ayloth pac ae 

Lea cl) palctly Gua gle ALLE tazall ala) edly pline cual all 
quay of ALaLM basal) bho) Ly VN ch dy cSt sbayly ola oll ashi otha 
(1993 cgillaadl) — ings ha = geal zal Voqh Aalglh alia aol Lape is 

cle fis Ja deleg ggle yciaall Gu stl Uo yy ALL basal 61 ely 
fghee gle gin gf dlaell Gilel ja} gh Cpl cde 3) cul yall aaall pal Jol 
Al Gh yee ad A Way Call Gian ch Sy Agasis ALLO Saye!l 314 Gulet 
coy yall Sayagll 6 yBill yale y ay sill Glebe! aysos 8 sos eel oe 
SAAN 8 yyucd HWY clo Jus sill y quiliitl fasta shal 

Vs juss cf ALaLAtl ba yal 8) dip Ua pally 1 AS 29 58 i ED'S Oe 
BOY BS shall all sll Gl aol} Gill) plane ual a. eal Gul {iy abba) gals pall 


ce 88g Hel (Chang et al, 1997) daghil 2S 3 SY] jel Y AaLatl baqll 


ce Yap ya Zaps iat) Aalst ba,sl jil Gabil gies Sac Glade 
cS gl bi yy lage We 986 al of Galbty gil cba yell Aua.sl jal 
rialbiall gy Jabs cba pa Aletd pac saul 

(1993 «pillasdll) ALeLal basal) 6 jlo) Tisai graall Steal a Cara gleall sind 
cgilly ANEaM le slaall dabal gigs lac} ldale Yar Abe cciled (sill SSL Oey 
coy Calagudl oda ih gill Guat) a jgal ely d Bpoll be sl siSill gle acid 
peaalid) Cab gM 8 A WaYt aly gual yay Cal! 
bagel) Qauad JL yuaty olltse plat pst ob Jal slaudtew 

eal ells apd (ol) ast Y “gayill sla pat ch Abclall bayetl 6h aly Ge 
Cala gall cb cd} lay La). Js Aa pally opal ell cle agall ell ty gall 
of BLY) Waosad 3) clas Youll tal aS! satlull Cag phil Wb yd dodally 
any i gb caibigall pull Ly dye pagal pte) Aaa e bp els 515)! pall 


38 


ALAS da ght Syl} cede aad 








£ alaladl & Jol sai Gay yall Ab ghlh ol ANS puSary Lyold oSy Y (dll Gi ybie YI) 
© Gedldall AS jLbd Dyas shal aul eile of coh SY! ax Ge Ua sel diss ted 

gga) Gaal Ackes ow CHWS) aaj st A Goledll dale pls Giiedy clad od 
(1993 


dea dall 7-3 
Aga gettial gl} Unaill is Gals ail 

ash coagall dane (isi ga dal ya deal yo ab bagel) blot elas oyht onl 
SALLE ba gall syhal bagel 

leet oY baka Luar Gol MbaLitl sogall sy ling Gaal tbe pad -2 
bogall Gilet ccl) chalell calelally 6 1391 Gye ISI AS jithall aygall (dle faba! 
ol gual AMS (gle Aalaid) aren AS sbhey Uiaysid DIA ce bychane By pens 
calla plaiuly cur ysally ebay cublaly 991 cor Geil cs elas 
CHa giy Cube GGidad Caagy gral Agha yj 9 ysliiay daally Aston} 
vedLaall 

Sau raphy ALLGM sogall oho] malic: pal Ge wale Auld pia petal -3 
cael) jig WS yldiall coyall gil Gaga at jie) ybadl loys 
aga) Syl oaglsd bagell Ake cenll cle 3:6 ll « pateaall Coal 
wy pall 

CY gg lesa y tpi 9 abl ba gall 6 laf Baskad cye BLS, shall all sil pal quasi ullis -4 
Cyaan CASI Gyuand ach yall GUDLC yand AutBY cand oo Leal 
vAadaiall (llall elo 

poe clgball 6 ay al jill hana tpt ALL bagel! alo Gud Olsge aal oy —5 
cual ge ys Aled pas ALALLI a poll fo) Calla) Apap AAU Lap he 
plat dulled pro cael 5 yral wilaaYl ccle 5,6 sill y geitall lerdal cpsbasl y 
Caja gusty STWSe pas igs gb chill Gabaidll ¢ lay dale GV Lat 


ba gall Cyan 
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Biyhadl Cobol yl cau ft Jaadlt 


ale ion 
PAgiemy) CieapeaN 

















sangall 1-4 

Sagal 5) gguinge CalglS cll ALI cabal pall leaye dual te Qavaly 
gagall 3a) teas calle (al bal jal ul (ea guadg cbly jl cabide cye ALeLill 
yg Jai gill Cull geally Staci cilabaia ell cle gala ohm ult fly Aaa 
Cisinatl Gull Ga BS) cle SLcic WN GSep Aah Lang -issloall abe! palelly ladll Gasal 
Aull eo ppuaiyy Coal ciloal ae gf Gay CGynaill eld SUast glb AaLull lal pall 
gay ye aad pall ode (4 ALS Gila all yal pee Dll UY) ld 1a 23 ga sall 
tgds JS ae tell c pal Lasy Wigayell dial lf ated gS LAL ga ually 
sg pea gall N30 cg Custoall Lgl) Dnarss ceil gill classy 

ished) Cabal pall ecu y Cube col) AifLadl alal pall py pd i ellAl LaLa y 
bhi Gl) Lal Chad ally yy yall Aiglh gb ALaL Bagall 3 shal g page CUS Al 
1g SM) Again Ciliaal ood & ua gall Ihe 


sigy sell aylal pull 2-4 
ESM Caney CVlgall ab gb Ala yall) cil scll ga 1 yAS da pl) Lille apts 
bec Cilalaie (cle dayral} bllaiall (yo Ales cj il dap lal gf Alatall lal gall Gye 
Ugulld asd 3 yg pe gle Gad gill A) ab yxS bytes Gibsed Comey cdg pall 
si ae Lala gab ccs yaad 4, fay paalball pitty kyl gd Anal 
ya dgdall Cab ld & yg pez odg) Lattul y cleliy de SI Aya 15 gh Alatall ef gr Atal! 
PALALIM bagel 3 shal g gta ge Ay yall Glut jal 


40 


ML call salt hail! 








Galas yal yred GIS cys Sagal pygle aad ool) (1993 cgalUaaall) asc ail 
Ga gall cle AGH bayall sylol edged GI AL clan) dyle alls alist Ba ba 50 
fae Gyulst dal gi ll Ca peally JSLual Guany (fl be egasSolh gall gi 4a layl 
Hae galley of GSar Ss tee sSall Elba gh gals gba ob olga cipal 
peal gail le Ail y gd Gall aie! cll wally sliiall ode Ge Sis Aga 
Cast tga) dea gh (gill giliill abs cial Le cilaal cl) Dpmagll bli yg phil 
Aust bayall Ging gl DAY ea galll yo Cia Cus basal! BY dali. Jalal gf 
ziged of coll Lal pall ode Canela 1385 AS 2 gall ba ci ye cl dona oi ol el 
geht cash f Le NY Auld Ap pally Aede Ayala clad 4usLa} Alluall ga lst) 5 Joy 
lac (bb olisy co gqll Gaulle yuglt by por Lal jall cong aby cg JV Ul sian 
oo gpl) asd GY 4.3.00 Aigo s Ay pre 

lal} cgas 4a yao lS ba yall psedey ple chy ped pall (1993 Jal) dyle Sy 
gl dana gM ld yeall ayans UllaS y ALIS 50 yal BUI psedas Aya genll lect] cilalaie 
Cilgall aedy Auda) Gb ial atl Lead slay cp sedall oa Gaslsd or ad 
sp gedall Ibe Gem shy pod (ye Al plu 

ASladl ci dart Jac! Aelare (100) Oil gb Calalall cys Lol ll ode Aye Ci 9S 
gilly So finuall GLLGaN axe YIS aly hepall pre lee can Ayo gaudy all 
ve j yall ULB yo (%16.1) gle saad uate Glial (161) deljall lee adie! 
Gly ALLA da,gall 6 sla) Gui GLabbiall 038 yo (743.2) Of Al pall ode gilts cay 
cabal CA ge al cf cg} Lay) dual pall Curaly vp ggdall Loe yall Lobes (%2 1.5) 
Abid) apa ce Aula ADle alia Gh Gl} AMS Cale siy sp sedal cy pe 
SH Gals gill Cladauadl gf ad jall CHAS 5 ALIS Ba gall 3 le) p sede aulady opays 
yet Alaa CLASSI y Cagaill cole day pal) Ga) sall aad pygiall Lhe Guat Jabass 
Ch pally aL Ad Y gl agedall Wa Gab Yall cilelaall esa Lely «gel 
Aggy pail GL gall le 

dash ost cl} cau dSty che Ludo (1993 cgasally led) ol 
bala 9 GLa ¢Uad (d ANSI dayall Blah shame alist Gul pally > saa 
le adel Liay ye (224) Qo Caaldl dye Cig Ay pall poe Ly seer of GSI 


4l 


es Mi ely gut Jan 





gl Sala git gal cad bla geal GLA! dyodill COU ooo shad 
Cian y ala) Uni) Cibdiiiune cye JS 4b Ayarell Lead Sogn us gone yall 
(7068.3) 5 (%41.4) epi gil cle Ayal Cty ecgallall os ghana Ge palall ¢Ubill 
GU Jal atabadl Gd Dhl coh ole 4G ane; alld Catal ul jall calle iy tae 
gh Cad Alaa y Wye laigl JSbte ecbtiaully daall 31g ebb OLS ¢ yi pac 
Cyst glans gill Ciksa pall geleig ll og sinsall YialtS lie joall as gb SI 
1d raat os 

GUSH baynll 3 al esebe exalt cll pent dS: (1994 colaga) ded pa aban alls 
ya Cilabaiall oll Gyeerd coll gee y Gals 3 )sYF is gh banal) pyslball Ga ad ie 
cl cilatial J Cibeasll cyo aydiaull Lay gle Sy gall basal! juaaiay plata! ILE 
cy Laghinns CAG gan gd pill Gayla dial jo i Casbah acid a Labial (qa 
ode Ugal hag Gal qitial cays laa Nan (gh Abad libel y Caged) itis 
ad Sac) Gilalabe cle (92h Ay pall Uhecine Laagad gill pst fag gf dul pall 
aa gf dal yall gilts Cig) aid uSS Zyasll panliall ceils 3 10Y1 gh ayaitll (gullal 
Vay Jal COAGAAl Ua ged pgedall IB 43 pany Uf OS Ley Gln Lob Oma late cal 
Haskell CaLad&ll cg gous Cysind call gage Chen dagall blo} Gui of dg dt lt 
AM Gill cay Seiedy Gal Ay cynics ile cpl] Clalatall 6 xs lle alle pasty 
OMS coy Agha 6 JOY) Abadi Alay) GSeall (yo Aalidl basalt old! sede OF oie 
el (Taylor) jghhs Riad pling WISH) laa asl Yy alot gd fase badyed She 
cy Ge Cask Geld aby dogally laa ge hill yaky LEY! Gad cle ISA 
IE G4 Gal GA) Gale gle acing pedal Nha dad gb aad le pSall I call 
ah cel) Aut_yall uals eHISS 5 probed! Ay [sy] adsl da cd p.sgiall tas pleut sre 
Alas GSI ele ee 4g 9 Gf OSe cxialll gy dle Gila aly cabal lia ul 
AgsLNT pualiall pg cls¥l call Gubill ll Jonas wh be Lb Gydle Gb shs 
area al yl lids cLoall cil y «Apt Sa gall 3 Jo 

gai Calis yas Cilalad cle Ca yell Gl} dial ja Cones of (1994 ctyrur cy) ul 
Ashaall gb Aocall 813s) gith phe (14) oof dye sil bayall bal eal y Agleld (gre 
AMad Cygnus cle Sfigall Lal gall Usa peilaladl cle ca pall lls Ayo gall dy pall 


42 








Dydd Sal yl say feat 
Aylad ALC ogoy cle dul pall ode gilts Cals Ghitinaall alls (24 Aye. sil sayall ale 
eseiay Uybell oll 4 jae prey ALaLull dayalh 414) nbs Ayal csi pte oy 
goa cle Clea yall gibi sll Gly sally qed yall oba dusk go quauttll pte y casa 
age gl Bagel eal ys Atle’ 
Ugdaanl jh yl ALLAN so gall slab cde ¢ guall labs (1997 «ciltl) dhe ullis 
51a cu dan ll DUS ye eAallady Cabral ge Galadll gb lac) Glalaie aeld Aya sS 
gya ase Galaiy Cilys! deal yo DIA Yo ally Ayal ANY CaMlS y ALcLall 32 gal! 
gal fla le al jall ili aig ALaLatl ba gall sll Gubil daa AYLI 
cal Clue gly Asal Sal jy CAMS gid y Sagal Gynt cle ALALLI 62 yall 33} 
pe yadliy ALALIM sagoll slab a SLANT Gs saad pigad edad (Say dlales 
aid (J) gost (Vol) duay Salil duis .b GLUT (8 tay gf 4 ted 
(%20) Apeaty GAY) ba 90) AMSG 
ot (SCECO-East) 48 2) ely seS dyad au (Al-Saggof, 1997) dsls 
cal ga) Call Gilli by Ase yal gj sill lane Tile gb ALoLtdl ba yall sla) Gabi 
Lan y Chain tl Aatg Clinaodll I) J pueagll 4S pill ode Ugingl (th Saalls Calla y 
(Case- ilall dul j2 gle facine lilall Spend) Lia cSylad DIE Ge ga LAI Cell” 
igh of ALAM so g0) 513) Gualsi Gf cal) Lata ode Cuald dul jal dungial Study) 
4S yA) ode Gf gl} Cuala ulhss .%40 duu (Process Cycle time) vais sll 
val gall g cet jluall y cAlLeall (4 Ua gale Col ysiiy cilia 
Gia Glare Slated clatial Casal dle (1998 gf) dala Ul 
Lele cye las US gag ple JSts ALaLall sa yall 5 lef Gasket ug ghee gai ASL ay 
(4 (376) cs Sel yall ize Cai gSs -p gedall Sa Gulati dal gh (cil CS gall gad y ApLall 
tg gieas Gf Aad gall giles cabs 4g MI GV Las AS pb cob Al Syl Cita gl land 
ageg Aah pall Criny USS Jane gin GLA AS poly ple JSty ALLE Sagal so} Gash 
Sagal) 6 pa} Gylad cg gimme g03 A WY Shall Glaladt ¢.§ Ayilas} Ato Gia cally 9 
ye CHAS UGS Leal Bae egg JOY cs saad) pond HM col adel cs jet ALL 
(giles cgill ALaL&M sagpll 3a) Gb Clee y Cull peal pal oot Aula bli! 4te 
val yall 
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yladt Obal tel I paall 








ikea flay 4BDLa! CHa Gilda Giney GLAS Gl} ae 88 (1999 cag als) ul 
caghal Coll! aciel Ayy yall cal LOYT Algo cd Aaah] Cilalate (gb ALeLall ba yell 3 la) 
Ac: Giglt ef pla yaad) culated yaad DA Gye etal ja calaal i} ate ay 
cell Cis Gald Ladd jall diye Ugilad Gill (Gals glad cqle gal) Lalaie 22 (963) cet 
Aide: ye CaS WMS a yall aut po Cabal 8 yusS SS) Ua sLd 5S (13) apne 
E sig Aabiiall apa Lakatall joo Gyo JS y JS jM alls haber sae On Aled bi) 
Asal 

gah ge shall g Lb ob Al piaall Clalal clraiialy (1999 cde laul) ald ullds 
epleey (gill USL peaglaitll jy platll pls stub cle psi bade antl gal ih Als} 
Cagis Landy dy pall 6a) Ciba law CD cpad ged ploy uated Cy shill eo 
Jaa Wala sagalh fof edged Guba AglS] gai culshuall eV ya cilalas ple 
acing Ys GLa) geal Alsat! Casal pple Cask} adie! vogtiall .cailasill _ gill 
ola jeSll 83159 gi (%088) Seiad Laas Ll Y guns 75 ce cgi Gall Aud pal 
teal Gold gill gill Ciao Ay pall roe drsecns nore obras Aya y Aaa y 
ALLEY sagall Jo) Guslsi AWS ga5 calle cy suas Apla) calaledl allie oh Gal 
SG US Gud Uhl 5 lay ail 4h ayall Galleasll idtis! OF Cf alls wale JSy 
spoils cgh ALeLaN do gall sla} qynlde Gyulat Alcea) yas Al AB Called clo og gine 

(Sie aui ] Cdas sid (Al-Kalifa and Aspinwall, 2000) 4) 3 Ud 
AMS 5 cLagiybsd Ayelall Glut wast hy ALU! doyall bay eeilly es 
fh yall wth Aige aback ALLIS dogo) 3 fof Gabi (gio ly ill JSLiall gle C4 pl 
fu yall ods Calas Uiiaty pbb yo Gd Jani Gleb bac Go lac! Aaliie (143) 
Os elle cg yinme ia GJ le dal jal cual .obkah een Glial) cual) pakinl 
ch Audb yall CabS MSS Bagel Cl jael dplall gf Aa led (enthusiasm) dole 
Aad) yal) Ugilad (ll CiLabaiall obs cob gpitle ALLE saya slab ge sly pedll cs sive 
Vidy yaa pb y Lun jles ype ALLE sagall 5) patie: of Lual Saul yall Guay 
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RS) Lal pill cee ead 





recilglitied y duadls 
ALLAN ba gpl 8 fal gata gad DLN abd dy yall Ciba pall Gelell va pall DIA xe 
toy be weal 
whe Gg ope ALLA bagall sul) Esuagay Ay yall Clad pall plaial d-l 
All gb Epeesall Nba lan cle Jay lee oy pha Ci ye Ciel 
Aa yall 
pseies play seal 532 coll ede one Cae Cys ctilul pall ode Galaal aaei -2 
clad aay ypraill ans} ane id} Jal axe cans ALL saga std 
gual Ge Ay yall Gbdbidl Gar cf LIS tayall 3 yl os fee yall 
ecb yan 52 jie p95 fp] Leal Lge ane hae Leip «alll 
gagall sal Ye 381 all al! peolinll ga dy yall bal pall Gis al -3 
ALL 
gi Wall sayall 5 Ja) Gyles Clipe syaed clal ll ode Gon cijle -4 
Apeslaitl AAI y ca gedall c gulag ede cal} CU y Ay pl GLabaial 
Aad Le Baga Canal cALaLill doyall 3 yl) psehe Ghd bys ey Cuad -5 
Werlaad y Clothe ya Ay yall Sec Gilalaie 
als «gslaide Jey ALIN ba gall 8 jh) paale es Ay pall clal yall Gls -6 


ayaa) Ce (ya lene Sect 
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Ad) Coal pall rey padi 








Ayia WL aylal yall 3-4 

jae cya A shy ALALAN Sagal 5 Ih g gn yay pln cslal all Ge aaa cuca 
ghia ggetall gail gb Leal cola jall obs Guang bate! oalall Gey wahal5 Gil ys 
vasa) Iba Calas Loca cayaaill day (gle 

alt Aayed audi aisle dul jy (Cowling and Newan, 1995) ald i 
yang Lersll Sosa gle 43S y0 cbalbyy ged gid Sh Ge cat gf ALL Goal 
fafa pladtel gle dacine Guill Lie y CLs Lod awasiy og pl patel 
ay gab lad gal ge of AaLall git cab Sy lebneie i (Case-study) Ub 
yady Led claill Jalge cilisy vedlerl) Lad gs al joy Aadlidl yh 53 ALLE 62 yal 
ply coabally 1S Udall y psy CTS pli GVA pbs gb cg pill patel 
Cahegiy al yall guzage CySidl gal LA ode gd Ane ape Ge Ll ll Chass 
(Excellent service) 4Me sa9— cts Ghead pay Y Sts AS Gh Gl alls git 
gmail Cal ga Gf cgi} GUIS aby ccySidl (yo Leattal CALs! ¢g gue cgd Julai Lv cally 
get Cumly (Hard quality) 325) cit ala) (gb aS Aaa Caen) gi 
(Soft quality) «spall calla! 

Lia gh ple ALcLall sagall 8 fal geal» Ji ayaa gl] aco aid (Lam, 1996) ui 
dha yall Aigo Cai gS Apel da glasll ob cyl gall cchasesll 8 )3Y1 ged Cy prall ial si 
Ccilalaie (8) cgi AusLANl ba glasll ob Wh yo (174) 5 deal 69 ot ps (67) 
LGA) Gayla aula Gd padtad ly «(Hong Kong) (4 ole Usil Lilide ye 
ele ob spuds Y cabal oga of Mal all git cay «cable goal (Survey) 
od nS 38 lls gl GsSyur ¥ ullis cide JSl pgitlly Culea ALLY ba yall 3h 
eSoy chug 29) gd opal OS LEM Gay qgbbsl GAL GAs! 
ecyila gall eo Gaal! Cte tyady Lad Aye de ghasll (ils go Que Sh JSS: Cl yal 
cy Ayla Ale atin Gf Aut yall GLAS y «fill A AS Udall y «ttle gl Gil ghaney 
CygS.py Bad GAY cyalalalld ead} bre Guu Abell 32 yell 3 ho} ald gala Ips) 
vo pd SUT Cylelll cy il Jey il 
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Miyledl bol UT sail It fuadt 








ALaLall 3a gall sa} Gus 26 Lut_jo dla aid (Chapman et al, 1997) Ul 
ged Malas (150) Aut pall dye cu gS Aull aad ob Glee Calaaid (lll lat pple 
eo of Uli Caglul cle Caaiely Aabic (75) (gle cule) ccileUaill ilide 
dup BY! Jane cp dylagy! 42dGI Gal pall oda al} cha gs Le pal cuts fy bell 
cOueall (gle 5: sill AS Leal ccintl fall daglesill stl ALLAN 3a gall 3 jah shal 
salalll_s 43 hall 
ede Abid! pao fh (de pill tt (Taylor, 1997) 4ulja Gace LS 
ALG geal SUA Ga ally cladll Gilad yan y ALeLalh ba yall bylal Gul cs see 
etl Cabide Gyo lac! Lalaie (113) 8 Uehiis | pre (2000) Ubell 6 Ja) daly 
aagh GLA Goglal de Cuasiely «(%34) Andy Ubaiadih culs als elyillay yy cd 
ya Chyna (g gun Ca yglal @yducll lec! calalate gf cg} dul jal cuala -tebhy 
Cgeall ccle 3859 casi stad UdaeS Ugiegulal y ALLAN ba gal ofa) hag) ll Ys peal 
sola) Gy lated alla Ca yglay sLyiblee baa y cs gee dil Ad jee Cosel aS pally 
anal} ga5 ggdlagd old ge Lal pall GHASy heed le shy ible ca ALaLall ba yall 
ial yaks cpaplattll oat (gle y eDhaall Liny ysiae (le oyilsy saga) asl fall 


Addaiall aaa ye : 


Caled liyee {ay ele} GJ} cde Gla (Taylor, 1998) zoel uss 
canal) Lupall oda Gyles Grad ya Ablall Gul pall cd quail Onell allay 
Gull pac —2 ALLA da yall sla) Gye Gu jles (gle Aalaiall pa ogi - 1 Laggd 
ode Caald shy 1b Aakiiel) (68 agin tes ao Qubdiill oy yal ally Glad Gy 
gd CHAS (ot (Taylor, 1997) eel dal pall pb Oo pele (gill CUDA of Ast pal 
SynSlly byreall lic] Cilabade gy dole Agilas| Us Ghd Gy 8 sash Als 
vbid IS Gye Aga: GDA! Ili Gy cggledll ad sll (9d bagel Gia plea (A 
ead Gd Cybele cy ral claledl pluaiinl le (Longo, 2000) Jac 
Spall gh dabads gh Le qo ALLE da gall osha) Gab cil al ull 8 48 paalh Gbeasll 
& 28 ass (160) ol | cleadial .§ ULit caglad cole Cinlill aciol aby «gut pi 
Oppel Apesall COUGAl pain! JIS dined ge (%33) gla sul dead culss 
gall deer gh ceAll qt Ca jLtlly seeut ol 3S pall (gb ALaLall ba gall 3 jlo} Ge cl plaual 
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LigLdt tal ll at It aaa! 
a gqH) AM La aa y 3p yl cy y2 Goal Ga Aula Mle aga.y golf eCaalll le 
Gust Ahad yay A gadkall cgi) gf sill cg) Coll Gals lls yay yl Causal) dulled 
CANIS (agi lala) eDedll label Aub AphLee AyiaiS ALI saya) ola) 
fuosl jiaTly Qasr gol ial quis lginbs Ge Yor gad! synod calaal uinds 
Sogall sha) Gust Ugo cgiley USlike ye Lel_jall GAAS ullS I Also sali) Adela 
wgaall byuad GhaYl cle 5S sl cola) cca jail ull clad) (b ALaLal 
Udall 6 fo pl jill Giewzal JSLiall ode US al pall jes 
ele ALLA sayall 3 fab Gabi 936 yass (le (Brah et al, 2000) dee LS 
je Aaah yall cabsly gapd dalga) Gighad Aah pall ode Cueadtah Lc!) GLidaie eal 
sighs Lady geil S26 pal} Al pall ode Cals y «| ysilibe cst Ayead Ackaie (950) 
ced Lac Y) Calalate lal Cyndi ool) bol Gubill Aled, tayall @ a) Gubi- | 
Vy gibi ced GiLeaal ¢ Usd 
WB goal) Lec YI) Cilalais elal y ALLA! o gall 3 sla) Guba (4 cla clad -2 
aby HS shall al gal cg jad ALLAN saya) bho) Gabi A clea Ghal-3 
col) MRS y cyl pall AS ide «cyte yall ng gi call 3 lay pas Legal 
ogal) Cyd CHaSay cclpell gle j:S IS dayall cyl Gay 
podky ALeLall ba gall bY Gdyai ely Cilla aid .(Ferucio, 2000) dud yo Ld 
(ANS <A yaglatll AGLI 64 bas yall Cal gall o Lule ood Sales jail ood els aly @s 
aeiel Lt yall oka Cag) lasing Acadll parti Auber 42 0] Auslubll ab AN afigh cel} cabos 
og WSs Lay jh yp USin (43) ced Lis 1 pan (56) Caled Lunia GALS gle Call 
rabesl Auued cya (y9Siy ALaLtll dayall 6 oY gagai Casad Yt dal jall ode quits pal cals 
des Sy «alba any cy pall af gal ony c gaglaiill andl egg HY all geod jie anal 
ail gy Ley ALALAM Saye bla dag Gye urd Gil ete Bae gle cg ging SY! oda Ge 
wd gull Cibec gills we 
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cetera AS! sll yall ee jaadlt 
reilglitind y Auadte 
reg cextaty AnshaT Cabal yall Gyludl za yall Ue 
sagall sal E guage Aileially Call yall Gobi cll gis) Glulall gf -1 
Pd spatial ought gle abe dl yghi AS) halide cally oof Cb of Aba 
ik yal yy glety Ciligll ode Cull LS cdaganall Lickel Gad! Gubi d eal 
oe pagal Igy dnote 
5a) Chast Vibe Anat clan’ 3S) JSsbs g gala yall We Cabs jal odie ca sli ~2 
well cle Wa pti y ALaLaM 52 gal 
EAS Clladabe (4 ALL S00) 8 slaf eluailiad (gle Colal yall oda plies C584! —3 
acls Ayes Aili UB gig clgdub (pb doe Gyles 
Cum ye ALA da gall sl) eatic Qu Lj GLa yall oda achat al ullis —4 
nig Slate Sty gas Calalads nasi] 


Mealkll 4-4 
Bla) & pulagey ADAM) IS AiLaM) GLa yall Gyo aptall Aa pall ode Cave wid sal 
yaya aby dade adel ge g pagal Us Gilly alias ili (8 ALLEM sa yall 
Cabal yall lane Gf Laadlyy leadll ¢ Usd) dilate!) cabal pall le 6 jill (ole castll 
Igo geal) gre GLEAN I a pail Je 5S) SF & pa gall Thy MDL Nd dy pall 
(eld ca Ls aid Al jal ode Le ba pide Ay pad aul ca UG gl Ada GleLLd (3 p sgill 
cans of easy cqgagesall pile sll seat! base] pal cpa pinay Ayuaill yDiiial 4) asl! y 
sg Ul 138 Gd Aadliall GL gb ony Lea pnd Le gl) gd Ly gaa Lygo 
Caled cle Chait gle (a Call ple Guu lV ga Let all oha piel 
wl yidl ¢-Ubd .,4 ALLEN Sa yall 5 lof Couns gab cclaw oll s ball 3 ha gd Ga ypaall 
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es Maly Legn sent! ah 
yon leu lene 
eye 











xauaall 1-5 
Qainay dol pl punt Cue 0 cud pall Agagie clea) gl] anil San Chags 
LES y gle Cai yt All eh jay dul jall tal ashi AS s «Lette » Aud yall 
gglluaa yl Gaglatt cgi) Absoyh AIA) Cy Gower Ailaially Lal all otal) dota 
UIE Gall Cigaly cll Glaaoall edd Way still {gal y ecablll chylodt padiull 
gslua yby Ugilanl y gilbal y Uginaal y dal jall Alster Sleds Lad Lil .AlLu I ode plail 
Aad pall oda Gyo Sg Seal coll g saa!) OSes 


Bul pial pyaens 2-5 

Al pall pune yond gf (Jub 199 4 goal asl y dad pall cilaal y AlSte Galt 
gogall syloly Aaleidl dull Gilad pall ary de Gola goby {pbs «lginnlay 
(Cross-Sectional ,,¢Uail gma caylal (le adil ab (pales OF oat abd cALoLGa 
sayall 5 faly Abas yall slay Gall yall Gog de Cail dal ye ulldy «Survey) 
cdl 38 $1999 eqgalall tall caer gle) gALASIAY goal Ype ole ceil att 
Clb pall Ay put ggillly Tyo geal Atal Gh poet Aud pall oan gh Lay .(1993 
Cajoy Aud pall ods Cralill day 388 ALL Sagal allot alld All Agaually 4gLESiuyt 
qesall caglud (gle Basins cag yal Age cue Aublety dem Ge Agkay Aullisindl og 
aed dal ge ulldy al al oe gil Wagh Aah ge Gull si psig (gall. coUbil 
bye Cask Say ppanaill yo & sill Nae placa chs LS «daly x By gees 3 yall! 
Ala] glory Loe Lal pall cal pete (cle (External validity) 434 4alradl Gifs 
(1999 ecgalyill) Zagnzall aul oh (Generalization) dul yall qi pyeril Al gies 
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Lal At Apagen | yt ual 








dual soll gaina 3-5 

Adal) 6131 gd (chasis Wall) 4 NsY) GlsLE Ge Al jall edie Os 
cclgis 6 ye Unose Ally cdyo gual Ayyyll ASLaall gi Adela) dl gill dpailyh ayy 
tid ceil gh ga yall lial «cg sted cea) ehh qual ely —t ps Aull oda y 
gaat ll AS poi cqgailyell go gull ill egal pagal cll eS pl gost 
SLAY! uly oy jal uliy qitlag J gage cli LU 4g pol 


BIT ch (cchaasly Gall) G fay lalall le at pall oda Aye Cs patil Bd 
ciguas UD y Agagendl uz yall ASdaall (pA ddatall al gidl jo opal Ayala cal ays Lda 
cA hall - FAG gall te Aad pall ye cebat Cyn .dlgiy CDE Aleta! pre 
All Gegatl gl qgagnaall lid «Sr yeill gage lil cggilagl gael did ag slat 
LLAGAD pagel dlyll LAS Ak pad past 4658 cggillag ll pagent 
Uball lysed! gb Cp yall saad A> Atluan] gle Apaall ye Saill pre crpay 
Si Auge aay clyidl (gf Saaeiall Ciokll GAY slae Ge ably ly JS cd hueslly 
ly JS) ULB ge ane Gawad’ gi afb Ayaw I Glelany ydy igo gendl gee all 
Gdwal ye shal yaks JUS Aucesll clyidl Aiksasl 60 eillyey yp slate us (le 
iatciel Lega yaaa! GiSiull 40 5 50 ally dil SULGA Gye 20 & 5.95 lead caleba 
edalia) sandy ylall a) gall pide GI ysl Cala ce co sbeill eli slacial (ge gle 
ase ads aby s_hangll 3 ayy bball sla A Opal sel gas ch ose gill 
Ayaly ALiial (297) $9 jaeall CL abil! 220 5 od _aLial (390) 4c jya} abla! 
veleaiial! pil gf elasiiuls lage quell Clul ja gf Al pile dnd chy (76.15) 
Bota brcluas Cralall dbaul ys oxgpal gle GUL ote as A ay ‘aa 
CA ladda gle 0B Ugilaaly Ala) anki ¢ yo ses ay JS gd pall a) gall 
athack iy JS) 32 jrually de pgall GULaA Guo sad yaje gl) Lasts sOaypiaall 
ul all 
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Lal pdt dragnet eas ape 

































(3) ey daa 
VAdyall Cilo_yiad oho saad] Agua s 59 gianall LL! rae y de jyall GLLGAYI aac 
one es 
game | gamed | qual | hit i 
“el vat | gihstl | gest ee 
83 1 15 10 15 5 1 t 
: > { ! : Ue sd LLY aac 
297 32 45 45 40 45 45 45 [tay ss 
oa tet 
390 40 60 60 50 60 60 60 Ejapall ' 
| nr - 
53 5 *. 
9 7 5 16 9 8 as 494) oa a tT 
244 2 37 38 29 38 44 36 aT 
eo a jal 
297 27 46 45 34 48 53 44 eed 
se34 | 625 | %60 | %46.7 | %50 | %66.7 | %60 | %53 Ue 534 
Ba put dua 
5822 | %68.8 | %82.2| 84.5 | %72.5 | 84.5 | %97.8 | %80 cchony 3 
mre | wos | %77 | %75 | %68 | 80 | %88 | %75 eyanal 





























Aul yall dll 5-5 
col gad Wyss <b Elsa Giabll pabind if chal pall obs cal lisa 
gg Cubed Gilli 26 Ge Call sited aby ALLAN Sagal) 3 lal dabetll oll | 
ALLEN 59 gall 3 fa ga cabal ja bac 
(Grandzol and Gershon, 1998; Taliaferri, 1994; Brah et al, 2000; Longo, 
2000; Taylor, 1997; Lytle et al, 1998, 1998 «calall) 


SAM duawt gol jal Ge GLGuy! 8 9S 8s 
cle GA My Gisazdl ye Ale Alle As | e jell tae Cane ll 28) ¢ Jal 
lap t Anasll baa ccgdaba sll cs shally (panlls Aigey Lmadts ol pte 

LASLall g gi cll apa Apmage Oldies 


wight Anal gh Ld pall pjlae Ghd 3B ALA! el gah gee pall Lae Ld sc itl ¢ jolt 
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Lat yl Anges ttt frail 








Casas hy ALLAN Sagal aygde Ge gH cde saat be eatl sly _pprall 
geall Van els gd Cinlll added aby cal LAS! dany jell Ie Ge alley! 
(1) ey Gala jbl (Taylor, 1997) Ato le pat) Sy 
Syih ob Tye GAS Ugleney Chas 88 (47) Ge ayaall I Calls ai = LW) gavel 
cgi Waka y LiLall 5a gall ofa} Gb sae gm pgilaladls dul yall gcine 
a hgall 6 aly caghd ogell gid Goyal) Cilbao] MN Laat waliall 
SAI « yataaall Qyunll <cyanll gle JS ill laall Gris AS Leal ay peal 
ya 12-7 ye 6-1 ys Aah Alea! y Logos sah Layla 1353 
47-43 (ye 42-37 2 636-31 2 30-25 oO 24-19 Ge ch 8~13 
ge US gle Gaskill 56) Gd pyaall Lhe JS Yody lady +s Uke 
(Taliaferri, 1994 £1998 «alall) dul jo 
dyed) QUA dal yall eacine ot pl ali ye CASI yall ton cane Cll y paall 
J gg Gall abies 53-48 We AMY Shae'y gogeedl cd maall Gull 
.(Longo, 2000; Brah et al, 2000) o« us ful yo Ga ygaal laa Gas 
Sym eellaladly Lal pall sine all otf ce GASU yall ke Cane feu/ ll a paall 
(59-54 rye MAN fine y cALaLa ba gpl 5 a} Gash cys ole sia wl yall 


dal gi ceil Gulia ye Aut pall ecine aod elt ge Cats) Gios “peal! proll 
65-60 cya AL ici By ALeLall ba yall slo) Gabi 


valgll sles 6-5 
Easy ules GS) cobs Lal pall ods Aad ye Aled cislll pasta by ~ 
Gunidie bile App (2) dilly dag deaidie Gis dap (I) A oe 
days (5) eblly cdulle Gaia 4n.y2 (4) Bitsy cause ies 8 (3) Aus 
ap dalle sist 
(3) eS Lay Sein abet us ye yey (2) balls (1) eS Gohl sel ~ 
AMM jas And Ge psy (5) 9 (4) eb alls basa giall Syaall dant Ge oe 
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Leak yalt pga seth fad) ee 





Gules Ag. ya cle Vo cy9hp uss giles! Jauasiell (2.51) Ge gad! sbeiel A ~ 
daw sia uals Ap ya cde Vio css cuss (3.5-2.51) ce erally eae 
pectic, (S958 JS fle iad depp ale Yio (5-3.51) G# waally 

Ja (0.05) al pall oda (8 UVa os gine ~ 


hal poll ala dAsraguall 2g ylgail 7-5 
sAul yall bbl au 1-7-5 

Hip clash ge Ae yane gle LLM! ait ola sal Gawa (gas aasal 
ce} MLSE Tyo geal (od Lal 8 LY agen CAN gb Ayal dale gb yal 
pal J Ad peal ulld'y Aaa gall dp pal ASleall gd Mabel gall gd A hy! Ghul) yaa 
coal yall Cilaal ao tgelandl cgaey Alaa lea sad ceil cal sluall Glut sae dy 
alia) CIB yan Atlne sale] quid bf abl agitlaa ray pel JY ol-S aby 
(a lo (25) 2 Aisha due gle (Pilot study) 4 bis! dul» clyaly Cusll al LS 
OB ce Tua) GSH pedy Cyeay Aaod cle hye chugs 4a pill qcine Jil 
pul GA MEd Uae Lypny JSF gaat cll ane cial Scum Capel 
slguld al yall Col yseiall 


Bl ald 2-7-5 

ULAANT Glh ye ost (Cronbach alpha) tal) Flay JS Wales hall Gab al 
(0.901) 5 (0.762) ox Alaa! odg) Aguys pM Glyginall GUil alee cas hh Cys 
dalaey «(%90) Sa gq!) clalac praiel ll falas dlrs Ailey dale cs dyad ody 
(%88) zeal le 5:8 uil pain} Lil alees «(%84) saga) gilts patie) LE 
) sJaYly Bast paeiad CALA clbeny <(%086) pciuall pri praisl CUM aalanss 
Gag) CL Leben o(%87) ceaesl fal a gasill patie) CLL daleny (%89 
Cb geal Calg aleay (%87) BLA sil) a ll CLA Jaleay 1(%76) dela 
egllwas} GL a |) aid ole Jy aahll bay (%85) Asta bagall stat G—bi 
(4) pa dye Ge ety \S .(Nachmias and Nachmias, 1987) etre 
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Ny eg fl 




































(4) eo dart 
(N = 297) Aud pall yolaes poled lal e155 8 af 
LM) alan pmaliall 

da gall cic 

0.843 sayall gals 
0.894 Ay pall a5] yall Bylo] y ought 
0.884 Jaall Goby 4S Leal 

\ 0.880 dual) ge 58s 
0.858 aaa pal 
0.896 a Nays sauall 
0.867 basal ad] wel dabaill 
0.762 4d peaall Aclicall Su 
0.875 31a gual afl gill 
0.848 ALLAN 50 gall 6 jlo) Guulat lb yee 














aslilyll gaa g sh 8-5 

jalan) Ayglball CALlyll g shy Aaja pared dephe cle ilituly Gaal} ace! 
=u eap! Astal 
sAy phil) jalaall 1-8-5 

Glee (Al AG LAM Cabal yall s lay CY Ua! y Ayalell GSM ll g sally 
lec ol hy Ayala panliall euiasgsy grill jWsyt oly Ayg ALLEN ba gall 6 Joh 
Aad yall Ukul 4utilie 
—AgHapall jaluaall 2-8-5 

Aud pall jglag Ghey Led Gabba geal GLA! caglal Caslil padiul ail 
Ag edt al gill gb Ubally cchauesll 5 ytoYl ged Cr waa ALY) guj gh edly Aubin at 
Sh gall LAS Gd Cy wdall GY aa pall ot if Al pasha Aaa geal yy pall ASdoall ¢-4 Lalall 
VALLE Sa gpl ja Lud jap Adbetall Gol gall 5) ad cle Bah SY) ao 
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Lat yaSl Aymges itt frat 


sacslilgll Solas gy Aasaguall dys bens YL acsglla fl 9-5 
cabal dasd «4 (Spss-pot) ela Yl pylell Gilaay\ de jal pladial <5 all 
sla y 59 jiall LAY! deal jor Cahill ald sey WSy Lal jall ode ocd Lgran oi (cil 
vgs gl axtiny aly daynne 29! gee Cele why 299M Aang Gila! 48s (ys 
cg beady all pall Cilaal guint ally qilttll Jylatl sloa| slab ye SI pladind oi af 

=s\galastal 23 (ll Aslaayyh ca gol ay quasi 
:(Cronbach’s Alpha) clit ul lig s Uta! -1 

palall AN latall gladly GLA oe Giaill A HV ods (de asic! of ail 
jwalic: Galati ge gall ull clay S alee Glany Call 28 aid GLA Ge aslilly 
Apdoy Ale (JAlall GLA dp po culs dite lal elas 8 pd cals LAS LAY 


coal stl GLB gle I ybgay 








Agha gl Atlaay Gulla) -2 

(clang y Wal) 4 JY) Cah) Cilalash alo Ch ily Lal sl oe Gia tit 
gi Abaiall y Shino sl Jflasy) GIL! plastid ¢b aib Abeba dogo sal Gubsi yas 
vig jlyaall lil jaa y AyLaall Cillan shall y GI Sily cauill 


:(Kruskall- Wallis) ally disurg 8 JUG) -3 
aéy (Nonparametric Test) 4% TOU usa YI pal Ge SUGSYI The Se 
calls Gl Ge ASI Ge 44,Sall GI yetall MN Glad SUSY! Nan Qa ull oda Creal 
calutial gb By Auk yal pylaey palo sai Odigaad) Gala Glo all... Bailly 
cys) usa (Mean Rank) <I Lass sie call le yadiall 4a Soll Cabal Cyr ald yi 

eel Gai M daa ge CH 24a sil 
:(Mann-Whiteny) (iy ole ual -4 
ode gh paid aby Ay jiel LDU Wa al ga JUST! Ike joa alls 
Dod Chay «silting yore bo Go Kal Gl ypidl A aaa gl Lal ll 
ENS de geqall Gil 9S Cue GEM dougie obdal ally oie sone OH Cally yal 
gle Ga dau she 
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wee go 
é 4 
VE fat 


+ 





Ast ll dyregee tmnt fad 








:(Pearson Correlation Coefficient ) 44 Gs4on ales slid) -5 
Ale oyny Ede Ce CRI padinwys le gyd bls WT COLL GSI oe oi 
4a ode ¢ gig Ani rt (Discrete) § yaiwe cilily 493 db of Capetie Oy Li! 
why ADL ods Uo ps see Ye ASS LAS (AyuSe) Atha 3 (Ap ak) Ainge ol 
Lalit) sagall fo) Gy Sagaga) ADL anadd (0) Cpe BU) dabee chasind 
(desl lie 5 HS fall all sll) Ge Ss tem ce yalic Yo uaic JS, ple JS 


sual tee oe 


dul yall sylassa 10-5 
= sige Luh pall og) CHoaaall (yo de yaaa lin 
Adall 3 9h gd (chau Gla) G Woy cabal le dul yall otk lncidl -1 
= sAghall LSS alld g Aza gent dy pall ASbedll 38 ALolall J gill Ayal y 
wgau | ptlas LS) Jay ALeLatl sasall 31 Gabi Glbdy cli 
plane Hie cassh LS Capsall cg JSP lbs bey Lola a Jay) g Luttly al jal 
wcll 
Bagell Cala lon) Aileiall Gils sleall fu. yawere gglaegll 831 pied 
sot op Geagl dala ed (Madu et al, 1996) dake gl Jal 
gall 3 loi y Wha 
Las gall gg 9h Lit y 40 peut! Ay pall AStal Al all GSM ela -¢ 
ges I JoYTy Label 6 oY 6 HSU Gall toe 
caalal tgp pb GIL) be Ge ab tl Gall e ged clyy CDE vad -2 
cShgial ode ch cyl gual Abiliey 
ahaa le UY) gb (aeslls Ghd) GURY! chal Gan vais yi 73 
bla Ghyll Cabal le ULB! gj sis Gall) cleall pe MAS Aud yall 
why pla oj) gall 6 ilo ype Adan! 9} as la 
Ulall) Af) culo sel ge chai dui pally clad ai Agull pad) -4 
weg Jay alah Apaglaitll Lelslay Gala SSH (dusts 
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geal call de 52 yall pas gill Aelaiall Latla Upall ogi pres ge hill yaks 
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spel» Gains ol yy Lean eDLaal 

gi Aged) AAD Lanaste aud ap.gy Al gle ab gil Sh pull Lhe Ane hits 
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seh oatiy Gamal il 
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0.97 3.20 3 lap qghull Ubu) 3 Ja ol jill cia | 60 
Gameds cus Ge ALU Sazall 
Gy gue pPU css aly 
ets 

1.07 3.20 Aglslal GYLoY ASpb Alla prc | .63 
Ag als 
3.24 led) Lau gia 

Aglaall Clases Agi Cauilly CIS all (20) fy dytell etsy 

(Aiud) ALLA bagel 3 Jo) Gatlsd Cgo dyad Gall Glial pa 4p sheall lil pais 


wcabgall ode gas ga Lal yall Size ot yil et pF uae 

dye ele hall (3.50-2.51) gad Gave Cirle cial oa Quen of Baby 
Ala giall y puoall 

callie ee cil sy Ley Aauaiall 4H pus Aygene! (61) by 6 til Ap od 
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(7044.8) imi Le Ail! ode cals ulasy .(0.94) ese Ciladls (3.33) cgluall 
dau giall 9} Sill (40.4) 9 galled) 5) Sill dal pall Aye al oil abtlal oe 

Bal geal a yady Lag palaill y Guy sill alt y Boll pac! (62) aS) ofall dually 
ch dud yal Aue aly gly oid cla jth da ya (pb at Ap yall gle Cos id "ba gall 
gest! Lauagll Aad Cady aby cALeLEN Sage) Slo} Gab le pila Alaa ge Aadall oda 
(3.29) 

Col gf 88 "Cyynaagh My pred cgllell gly gall Jae’ (65) ly 3 sill ads Les ul 
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(3.21) fda gill plnall Lauagll 10 le lay clam gin Aa. pay oot ALLY ba yall 

Ash ally "ba gall Jal geal ye colle yal pl jill Cina? (64) by 3 fill Cirle ay nae 
ol cygaiing Mad yall Age oh gf Gimp Lae (3.21) gall) Ueland Gas a i 
dau she Ap yo 93 Ail ode ths 

Bagall byfoly cgladll balls lo¥l ol sil chews! (60) af bill aly Lad Ul 
ele Cihas abd "ali yl Gabi Gua DU Cibglly au yalh Yamadi Cum O ALLA 
(3.20) ofa pilus Jan yy CLalall i pall” 

Coole afd “ya LAU y Agta GV LeAI AS Alold pac” (63) 98) 2 iil (uals 
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Vida ge Aa. ya ALLA sage! 6 la) Gyula ecle- @ p28) Abell one ie day 

cshaball Gf sill GiSy (3.24) ae Gall pla (glsall Jove sll ogi) ills cha gate g 
fa ya cf cygaking Spo yeull Ly yall Asha ob Malad gill ood (glam y Ghat) 4URY! 
pouty Alawesie da jar Giela ple Sty ALaLEl gayat) # ha) Gabi gle abil! tb 
call gill yee Lah oda (gis is (1998 ccchal sf) al) east be go Api! oon 
pandas Las ol pill alls 4 cy pysall gal ALaLall Saya) jlo) ail pis 4ys8 Aes dlls Cas, 
cele calla LS ALL 32 nll 6a) pubs lal Sula Gi (cl still y bell lis 3} 
8d apg! AIL 5 Luslal Aya ill Jutiy Ala gio Cipla ceil yynell Ihe dag alld 
cqlaneglly Udall Colagiauall 668 Cy yptall pati gi ALALEM 0 gall 3 ef cuulsi Ciljbel Jas she 
Ay loa al gull gd 
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Aga geal Ay jlo gill cb Gy ytall Caled gle ce Jay ps shuuall Ari 
cd Crna baled (8 (0.052 0) ese aie Ayilas} Aa 35 fb ass! 
ALLM bagel I tee US gad Ayo geal Ay Leathe gill od haslls blll Gb gael 
BY Gadd ye ats giall ail gill chai JSAy ALL dagall By!) wali «ele JSay 

eg SYN cg sal yd og jd ALLAN ba gall 3 sla) cull pee cALaLaMl 52 gall 


(21) 8a Jas 
Cdalatt ole og hay! ws simall pete 986] Mann-Whitney (55 ole Lis! eile 
gody ASLAM ba pralic: (yo justo US gay cple JSoty ALeLal ba gall 5 Jah sad Gy poral 
(N= 297) Gus bic gaig Ad pooall delall JSum gay huaeill (ye BLS siall a yl 
























































- i; A) iba ge ae 
charg Bs} | Lyle Ba} 
0.005 | 4868.00 | 142.45 179.15 Bag0l! Gabbe 
0.001) 4535.50 | 141.09 185.42 Bagel) gat 
0.015 | $083.50 | 143.33 175,08 4g poall a yall 8 Joly ought 
0.003 | 4804.50 [142.19 180.35 dealt ahs MSL 
0.056 | 5384.00 | 144.57 169,42 pall glo 5S sl 
0.029 | 5235.50 | 143.96 172.22 yous) (yeast 
(0.133 | 5617.00 | 145.52 165.02 a Jo¥l y ball 
0.139 | 5631-50 | 145.58 164.75 3a yal) esl jus Laghsill 
0.005 | 4860.50 | 142.42 179.29 gle JS2y ALLA 52 gal 63) 
0.661 | 6219.00 | 147.99 153.66 48 pad Aelicall Je 
0.021 | 5163.00 |” 143.66 173.58 BLS giall gill 
0.803 | 6325.50 | 149.58 146.35 ALLL 62 gq) 3 J) Gul Cl gee 
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Aya gual Alaa egal Gb gyda GILT ole jal coh 3-2 | 
gt Coral Glaledl ..4 (0.052 at) sae aie Atlas} dYo 9b ob ag 
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0.629 | 2.589 151.41 Ay pall of yall bla y 9 ghd 
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142.63 | 144.54 | 145.73 | 161.69 


dial gle 5S 






















3 Joy y salall 
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145.37 145.1 152.44 | 144.54 4B poall delicall JS 
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Gley La Lea, ccpluenid USts pate SS) Gy Lad Sy cgle Sty ALL 50 sa 
Abs el al Cun 4h reall Aebicall Syn y + juni Old pany Lqiaubs Gye ola sell il sly 


91 


italy Jelralt :,yotelt adh 








(0.05) cg game aie DYo 93 Ugleay gall (is aall "Uns Sus S hist ed Gs ol 
pyar] pds ply diledall aoa! I paul Ihe dyed vad iy dB ile 


Aya gud) Ayla gil ob Geyptall Glalad ople AlLagyl Last baa A -3 
ge Cpa lala cof (0,052.01) Gsimee aio Atlas} Aa 35 fb ass! 
Sy ALLEN Ba gall 3 Jab usb tcy0 SS god Aa sla ol gill gb claus sll Lael col ginal 
Jclicall JS cleiuhs (yo SIS siall ah gay cla polio Ge pai JS gals «ple 

AulLap! Laaall be pital cg jad Gylaill Gd gee gay A poll 
(23) do dst 
aasall $24 pykie 986) (ANOVA) cplaill gata! dual 93 Waly Sus 8 sls! gitis 
ye gua US saty cgle J&ty ALL bagel) 3 Jo) god Ga oetall Calas ole Allee} 
Aclicell JSas gay Sysbaill Citi gre goiy clgilai (yo BLS shall ail sill goa'y cle police 















































(N= 297) 4h pucual 
| Aatlagy) Aust! Bae 
P = was | 20- [ 15 o | 10-50] Sordi cipal 
| azo | dite | tet |’ iu 

lo70F Ta.1s6 | 44a3 | 139.93 ] 161.00 [148.46 | 153.76 jaye cae 
OVS | La | taTaT | 14932 [158.77 | 139.96 | 153.29 cam 
O4IG | TSB | 16650 | 13788 | 159.04 | 147.62 | 143.08 | ayaw a tyate Jay wok 
5302 | 5.967 | 168.13 | 13940 | 166.06 | 141.90 | 147-19 and Gy BS jun 
DGOF | DAT 14e40 | Tarot | 165.01 | 140.67 | 149.67 dad 3S 
p26 | a6s7 | 7ST | 13647 | 150.13 [143.13 | 154.60 aa pul 
829 | 1aee | 15821 | 14he3 | 157.63 | 145.29 | 146.32 5 fay al 
735 boon | 15813 | 14036 | 15051 | 14832 15377 | aay) ot al ahs 
5561-1 2587 | 10009 1140.35 | 161.96 | 1427 | 14816 [tad sayeth Jy peat 
D209 | SBI | 147.69 | 14450 [173.80 | 13984 | 145.34 Glad Activall Sp 

Fo245 | 5441] 159.13 | 141.40 | 156.03 | 135.52 | 165.83 aa pal | 
sais | Saoet iBone || danse: | taeda | aos | ream a 
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colaladl ga Yulia) Ua GIS Gilly sf ayay ete (23) ply dural oe ees 
jae pital og jad Ayagenll Gd ALalal cTidl a uphuagl Ul cibigiuall A dy pall 
tye yeaa US gady cple Sy ALeLa dayall 5 Ja) Gud sai flap]! Asad 
Relicall JS 5 chusbilll yee gods clei cue Bla siall all ill gods cls polic 
wd sally Ul y clSang JS LAS! pid 458) Le Vn y eal weal 

sagell sha) cf «cpa geadll Lagy Au pall ode Ugul) Calo gh (cill ay ode juli aby 
Ida of Lee guad Ayo yaull 8 Sac ty cle grail dy Jayh paalilh (yo Abt 
Ayala APY) GALAN Ga oust Gavi ALISPl pala gb bys! hey pseball 
AUS) fiall at ysSIE Cyspall Cydgly ALALG dayall 314) Cooley catalog yall 
Bal) Gandy Ly yi Aa glade ily Lgl) ball (Sep ALLA ba yall 3 yfoly Bley Lad cy paall 
Lag a6 Ay yell dilaiall (98 ALLall do ypll a sadey plcia ld « yao JSD Abed Roast ba0 (ye 
dad pall Aye Ash yo cpabaall Apllally (1999 ccgaball) ld cal Jul Ls 1993 ple 
Agies cle ly Les %92.80 aisad Le yyglSty cil gins wodll pgil yd Jule Gary 
gsi (23) By dgaall a "Uy Siu Sis! qth gle islstl y «pall Naa 
JAgMLagy! Leaall ba ply Abed) Gwraledl gual Gua yd cual) 
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sAuaguadh Ayla algal cob Gupta cilalasd Je cpaslall yg shall 4 
gt Cad) Gillet (4 (0.052 01) Gsine ate Agles! dys 93 526 ass! 
dla pealic JS gag cple Sty ALL 52 yal) 6 fa} Chul gad cplaully Ulall cal shal 
ed GS Guill Glaglee gaiy Ah paall delicall JS cols siall atl gall yas 
eqgaglell og siunall 
(24) 96) dos 


seul pie St) (ANOVA) opliill gala ad 93 Gly TSay 8 is! gilts 
ya pale JS gig cple G&Ly ALL bo all 5 ula} god Gayndl Glalesl le gabal 









































delivall Ss saiy Gull CB yao gods sbeiusbd cys sld gia! ail gil gay cla polic 
(N = 297) Ad pall 
[ pastel giaaal 
p Ge Lite Fugit eNLaull 
gS] Ye chalga | cassis) ples Uylalay Le gl 
154.07 | 152.93 | 168.91 sogp bbe 
154.80 | 150.62 | 157.91 oyall eit 
147.46 | 151.06 170.20 4 pall 9) gall bah y op ghat 
148.33 | 157.91 | 170.88 daall Gaby 45 pital 
(49.58 | 149.84 | 175.24 | uaa le 3S sil 
148.27 | 157.88 | 169.32 aaa Gaul 
152.33 | 154.76 | 157.86 3 Joy y soba 
153.71 | 153.25 | 162.61 Soya cea fad! Joes 
152.28 | 154.94 168.01 dle JSty ALALaM so gall 3 Sa} 
147.60 { 141.91 [| 175.21 4g pall delivall ISA 
156.64 | 141.15 | 156.13 BUS gall Sl gil 
156.98 | 158.64 | 128.63 |  aial togall fal Gabi Crs 





























(0.05 2 a) ig pints Mic Aliana) Aa Gd Gy ph angi dl (24) aby dyrall USe 

Sy ALLA ba yall 33) Gatksd gas Gdhuslly bball Gab shad (8 Gaya) cilaladl 38 
Aang (K’ = 10.160) "Uns Tuy 8 JURY lS Qe Aad il Cum eple 
3985 (23) aby Isaebly 4p illus sia casi by (PS0.05 ) eshte aie Atlas] 
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iypdly cage ysHSalld p shal dalgah Lgl clgbalay Le gh dale 4,58 pagel cs ginall 8 
arya Gu 9 SF OS call Ghidl go Gadd Y Aasill obey bball lal jal 
CS hy 8 gle Cao cel eM) ly Aol ALLE Ba yqll & jlo) Adal Le jbaally 3 ls 
Gogol Cildac che Iga ya Lesley saga! Gye Aubeall ysl Gleis 4flas} Ua 
ypigS a6 ADL p93 cy pra plane fy cchiadl ude Sl deal Ga id KL 
ght Jaally AISial cle cil haul! 61591 ov» 

Suis) gil Clo oH hued J&L) ALaLED Sagal syle) poled Quail ul 
AMG poli "UV y SiS S' 

(K? = 12.464) lS gry Aad Cah Syn ebagall Ghar! Gleidl joie! 
jalg Alaa oii Aud Cilla siall ciash fy o( PS0.05 ) Aslas) Us cs sina 
Chub poll soled Lyaaly cong sllSdl soled p shall salgta clgbly le ULM 4g gill 
all 

Sug 8! Jia Tigs Cab Gi "Yaa Goby AS LAA Gletal poi! Ul 
ella sill cuss) US «(0.052 01) dythuar) AV es sina (K? = 8,606) "ull 
Mel) Cabal yall 2 «cya» SASL cp shall Ugly Ugabay Ley Seba 4 tll 9 6 

Susy 8! LGA! ded Cal of "geal gle Sly Ghel puoial Ul 
sii 44h 3h CAlan gill Cas MS (0,05 2 01) AV cs sinaany (K’ = 8.922) "Uy 
“bell cabal yall {ysl y coege rglSalld cp glall Lgl Uglley Leg} Aatall 4 git 

Sry St LBS) Led Gals ad "etal Gopal’ Glade prab Uh 
NSS yj) CAlaua gia Zh By «(0.052 1) AV vs shams (IK = 7.634) "Uy 
Lbel) Cabal yal Lash y ccogyysMSal bcp shalld clglalay Le sf Aclall 4y i831 § 9 

Suny 8 UGS! Aad Cars G3 “Sayall coil fed Lael Glial poicll ul 
Cargill Cus) aby (0.0520) aie HSleaa] AY cs siaeany (K” = 8.186) "Uy 
2 Gest yalISa otal He) La leads OSI clghiley Le gl Gaba 46) G85 8 5M 
Lal Catal yall Las y cp shal 








aygall byaly ysled cbagall gilts — ALL sayall byl woke: Aa) Ayuilly Ld 
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Kany jualin ode ya Luagnadl i Addall dy jlodll sill i ghoul y Yb Cl sia 
cdgsalls "ually Sang 8 bss! pl atch Le 

Gyula lB gecny ALLEY Sagal! 8 Jo) Gust yo SLA shall atl gl! glety Lad ‘yal 
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coh agaall chia ga Hgageall ogi Asda dy Jl yall ob (gghuegly Ulall) 4 yl 
ha Logie Ung gil ial aall "Lely SSeS kal pad go gl als ob 48 1 bs 
ileidl joslall ljall Aaa 8 opin JS Uiwy HN gle (0.0524) sine ale 
sega full patie 
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(stall gi culls pan) Apu pall col pbiald pili ap. gy Jd iglall J} jell 
Sagat) bylel Suki) Oa Js ge Cyypall GQ’ (le 
Ai} gill gad cla palic Qa yuale JS gai cale JSdiy ALsLall 
galy Ab peaall Aclinall JS gods Ughuhi ga dd glall 
$(cgyaleaall cilyhe 
Aya gual) Ayal gall cob Cy ptall cilalas gle elit} papa t-l 
gd Coal Galas (4d (0.0520) wsime ate Afhas] ANa 43 otb ay! 
cya peace JS gay cgle SSiy ALLIS! 50 yall 6 Ja) Gauls ya chau y Ubell cil seul 
ES Galil Cli yes gady Ad waa Aelicall JS dls stall ail gil gaiy cls jolie 








(25) ea dase 
cde dill aaa fli (ANOVA) enti egal! claall 53 Gilly diag 9S JA! qilii 
gag spalic Gye paic US saty ple JSehy ALLEM Sa gall shal gad Cygne) Glaledl 
(N = 297) 4h roa delivall ae sais dusbill lb yas sary clgdgaled (yo 31 giall ail gill 
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130.13 154.49 Sapp clblac 
141.57 756.84 Saya git 
145.52 161.77 Hypa osha Bahy sash 
140.40 160.62 Daal bly 5 Juba 
141.82 159.17 deal gk 58.83 | 
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penal yaaa 
Toate | janis | 15045) ”~C aT ka | 
0.156 | 3.715 155.02 135.41 157.20 30 yall gas su) Jaga | 
0.204 | 3.180 152.63 136.99 160.09 ALLE s3,all 5 Jy) pectic 
0.468 | 1.519 146.74 14.77 | 160.50 4h padi delinall Je 
0,633 | 0.916 150.88 142.60 155,02 BLA gall ail gill 
0.006 | 10.127 144.09 169.56 127.07 ALLL bo gal $a) Giuled Clb gue 
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Oana laledl (bila! Aa Gla cls aa gi ail (25) ey dyoell yey 
"bagel Cibec” pains ley Lad alll ane pada os ped cghuastly Gell Gly sgistall 7A 
reglillS LaLa 30,gall 5 lo) pal Cid yee yay" yeanall Gyunill” patie y 
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laillyy « «( PS0.05 ) cg gis aie Atos! aa pk = 7.261) “Wily D&uy)S' 
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JSueg 8 Sal dah Cal) oy dad Goyal paaie Gaby Le Ul 
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spall Alu jis dl yill ob ppall 3 ystea el yill ob pall 8 yuS lil 

GS gaye Lah Cably sid "ALLAN 30 gall 3 fof Gast ld yee! ao She ta 
dana gia A giall (983 Gi Calas gin 3S iy « PS0.05 Aina cg snmaty (K” = 10,127) 
yaady Lag AMLY Ag yall ccle Uglguan yasly Lan ly Cal peal! ode Jil (pani gd ppl! 
ged yhl Nam aed ol i) SI yy cady cALALtI bagel 33h alte: Gua 

Jia ls pele Hyp WIS ple JGty AUaLtt 5a yall 8 fo Gale ads Lod (asl 
Aa CNd jg oh de gh DE Ad pwoall delicall Say HA shall al gill all lye plmats 
ead sig Syally “Usly dary 8! Jbgdl yell LS (0.052 0) sinus ae thas] 
wébidl aaa pkey dade qaball J) pull Aya yh ete JS 
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sAga gua Ay Laid ghd cob cy pda ciated glo Asta g gi 8h ~2 
od Cappel Galas 4 (0.052 04) ws gnwe Se Alaa) Aa 53 bls ap ys 

ple Sty ALL da gall off Gut gad Aled Ayal (cb baaglly Libel Gb ginal 
pa3y ad perll delicall ISA lA siall all pill sass cle pualic Ge pale JS sais 
Ail) Sle padi og jd Guhl Cll poe 


(26) fy die 
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Ca BUS shall a gill gay gL Le polie a pai JS sass eple Sy ALcLAN ba yall 3 tad 
(N= 297) Gubill hie yay cad poll detinall Je gay echolsl 
Niall 

0,015 132.13 ga gpll cibae 
| 0.014 | 132.00 oyall git 
0.001 | 7446.0 161.51 124.72 Ay pith of gall Joh y ash 
0.001 | 7602.0 160.71 126.27 eal! ¢oyhy 4S ja 
0.021 | 8278.0 157.27 132.96 yall gle 58s 
0.009 | 8072.5 158.31 130.93 “pauall Qpaacl 
0.048 | 8512.5 156.07 135.28 3 Jay sal 
0.037 | 8441.5 156.43 134.58 Sagal ceo fu) Lgl 
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Abstract 


The study aimed mainly to know top and Middle Mangers’ Attitudes in 
the Commerical Banks in the kingdom of Saudi Arabia (KSA) Towards the 
application of total quality management (TQM) in general, and for each one 
of it’s elements (leadership and management, strategic planning for quality, 
quality results, continuous improvement, customer’s focus, participation & 
teamwork, quality processes, and development & management of human 
resource, in addition to recognizing important expected benefits from its 
application, and knowing the obstacles that hinder the application of this 
prograin. 

Furthermore, the study aims at recognizing the statistical differences 
between the level of TQM application, the expected benefits and the 
obstacles, related to the personal and institutional characteristics. 

Finally, this study aims at analyzing the relationship of TQM elements 
with the expected benefits, banking industry structure, and the obstacles of 


the application. 
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The population of the study was made of all Commericial banks in KSA, 


which are (10) banks. The sample of this study includes (7) bnaks. The data 


were collected by a questionnaire prepared for this purpose. Distributed 


questionnaires were (390), and (297) of them returned, that were usable with a 


responding percentage of (76.15%). 


The data wer analyzed using the suitable statitics in the statistical 


package of social scienes SPSS. 


The study ‘reached many results among them: 


]- 


w 
T 


» 
T 


Managers of these commercial banks reflected differing levels of 
understanding of what TQM actually is. Managers were also 


confuse TQM with quality Assurance and product quality. 


The managers demonstrated high level of TQM application, in 
general. 
The study showed that the attitudes of the managers regarding the 


elements of TQM were with high application range exception the 
the elements related to participation & teamwork, quality 
processes, and development and managerment of human 
resources since the attitudes of these element were with moderate 
application range. 

There is a high recongnizing of the expected benefits of the 
TQM, and the most important benefits are: improving the bank 
reputation, increasing the bank profitability and increasing 
customers’ satisfaction level. 

The obstacles level for applying TQM is moderate, and the most 
important obstacles are: the difficulty of change the 


organizational culture according with the requirments of TQM. 
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6- Statistical differences are founded in “the level of TQM 
application related to managerial levels, educational levels and 
the type of ownership. 

7- No statistical differences are founded in the level of TQM 
application related to age and experience’s period. 

8- There is a significantly postive correclation between each one of 


TQM’s elements and expected benefits, banking industry 


structure. 


The study presented some recommendation, and conclusions, in light of 


its results. 
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